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We aim to provide the advice people need for the problems they 
face and to improve the policies and practices that affect people's 
lives. 

We provide free, independent, confidential and impartial advice to         
everyone on their rights and responsibilities. We value diversity,              
promote equality and challenge discrimination. 

Highfield House, Cannards Grave Road,                      

Shepton Mallet, BA4 5BT                                 

 

 

Somerset Telephone Adviceline 
0808 27 87 842                            
Monday – Friday 10:00am – 4:00pm  

Email  access via 
www.citizensadvicemendip.org.uk                                   
follow the link at the top of each page 

 Web  www.citizensadvicemendip.org.uk                                   
Self Help Advice  www.citizensadvice.org.uk 

We are not currently seeing clients face to 

face, our advice is via the routes above      

and our offices are for administrative       

purposes only. 

www.citizensadvicemendip.org.uk/

Contact.html 

SHEPTON MALLET 

We have adopted the recommended Citizens Advice Information Assurance 
(IA) policy. We collect data and manage IA risks in accordance with this. 

http://www.citizensadvice.org.uk
http://www.citizensadvicemendip.org.uk/Contact.html
http://www.citizensadvicemendip.org.uk/Contact.html
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Chairman's Report   2020-2021 

This has been an odd year, still in the pandemic but not quite, 

with precautions still in place. The Trust Board didn’t 

meet in person this year because we chose to err on 

the side of caution in protecting our staff and trustees. 

This has proven to be a sensible decision as it has only 

been in the last couple of weeks that several staff 

members have been off with Covid, our staff team having 

managed to avoid it from the start of the pandemic until 

then. 

The three biggest pieces of work we have faced this year 

are the decision to end the lease on our Frome office, 

working with the four other local Citizens Advice (LCA) 

services in Somerset to deliver a major new project Somerset 

County Council are funding, and commissioning  an options 

appraisal from a consultant regarding how the five Somerset 

LCAs could work together   This last one being how we move 

forward in light of the unitary council decision . 

The Frome office was both a hard decision and an easy one. We 

didn’t want to give the impression we are leaving Frome (Please 

note WE ARE NOT LEAVING FROME!) or giving Frome residents any 

less access to our services, but at the same time, the dilapidations 

on the building were extensive, and with the historic lease we had, we were responsible for 

them.  Going forward we couldn’t  expose our organisation to that level of financial outlay, and we 

made the decision to give our notice.  However, we did commission a survey on how people access 

our services, and this has shown that face to face drop-in didn’t work for everyone, and that many 

people are happy with (even prefer) other forms of access.  Face to face is absolutely needed in 

certain circumstances and we are currently working with local organisations to ensure we have 

facilities to offer face to face in due course, but these will be bookable appointments and not based 

on drop-in. 

 

Earlier in the year, Cllr Liz Leyshon from Street, and her colleagues at the County Council negotiated 

a £400,000 grant for Citizens Advice to deliver a Somerset wide Adviceline top up service.  This has 

meant the 5 LCAs in Somerset working together, and has resulted in us creating a Memorandum of 

Understanding on how we want to work.  Mendip is the lead organisation with Ian overseeing the 

project and managing the staff,  having written the business plan submitted to Somerset.  As 

trustees we have a responsibility to report back to the other four boards on the governance of the 

funding and my thanks go to our Treasurer Jarrod Henderson for his creation of a financial 

dashboard for the project.  What I've written in this small paragraph can’t sum up the number of 

meetings it has taken to get to this point! Thanks to Liz and the County Council for the funding. 

 

Finally, we  recently received a report from a consultant who had been commissioned to answer the 

question: In light of the unitary decision what options do the five LCAs have when considering 

working together more effectively.  This is no doubt going to form a big part of our discussions into 

the future, both as a board and also as a group of LCAs, as we start to understand how the unitary 

council will work. 

 

Claire Hudson, Chair of Trustee Board 
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Clients and Problems 
The number of clients we 

helped this year was almost 

on a par with the last, and 

we’ve begun to see a steady 

increase since the pandemic 

measures have eased. Each 

new client coming to us has, 

on average, four problems they are seeking advice on. Increasingly, they are coming with 

multiple and complex problems, as the table below shows. 
 

Problems by Category 
Given the type of difficulties 

that people have faced 

during the pandemic, with 

furloughing, redundancy 

and unemployment, it is no 

surprise that benefits, 

Universal Credit, debt and 

employment have been our 

main queries. In previous 

years, debt issues were the 

mainstay of our work, but 

we had fewer of these and 

housing issues because of the statutory moratoria on enforcement action during the 

pandemic. Again, as the lock-down measures have eased, so the numbers of debt and 

housing problems have begun to rise. 
 

Top Benefit Issues  
Initial claims for universal 

credit were a huge part of 

our work, with many people 

unfamiliar at how to make a 

benefit claim, so using our 

service for the first time. As 

part of our service 

transformation during the 

pandemic, we offered 

remote form filling for 

clients with PIP applications 

and this was a great success. 

Further work with PIP clients was also done remotely with decision appeals work – this 

benefit system is notoriously punitive, with almost 80% of appeals being successful.      
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Services Provided 
Along with other services, all 

face-to-face advice was 

suspended through the 

pandemic. Telephone advice, 

whether a call-back from one 

of our advisers or someone 

contacting us directly via our 

freephone Adviceline, has been the preferred route into our service. Advice by email has also 

been very popular and, whilst we will continue to offer these channels post-pandemic, we 

will also offer face-to-face appointments to any client who is unable to access advice through 

other means. 
 

Demographics 
A change in the demographic 

of our clients through the 

pandemic was very apparent. 

Many younger people came to 

us for advice for the first time, 

along with an increase in 

middle aged clients; but we 

saw a slight reduction in the 

number of older clients 

coming to us. Similarly, we 

saw a large increase in the 

number of working clients. 

 

 
 

Gender 
The number of our clients 

identifying as male/female 

remained the same, as it has 

done for many years.   

 

 

 

Disabled/Long-term health conditions 
Similarly, the number of 

clients identifying as having a 

long term health issue or 

being disabled remained 

constant.  
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Campaigns and Research 
One of the twin aims of Citizens Advice, Campaign and Research, is to lobby for positive change and 

spot injustices in systems.  With such a large client base and excellent data recording system, we are 

in a privileged position of being able to identify problems as they emerge.  Advisers are encouraged 

to write “Evidence Forms” where they spot unfair practice, and these can be used on campaigns at 

both local and national level.  We are proud that our campaigning efforts can encourage 

organisations to improve practices and positively impact peoples’ lives.  

2020 saw many services move online and many more people claim Universal Credit.  These issues 

became our focus.  When it was known that the £20 per week uplift to UC was under threat, we 

spearheaded a local campaign to make it permanent.  We wrote joint letters with many local 

organisations including the food banks to lobby our MPs.  David Warburton pledged his support, but 

alas as we now know, that particular fight would eventually be lost.  Other problems remain with 

Universal Credit however, and we met with Mr. Warburton to present a detailed report highlighting 

some of the more obscure but frustrating workings of the benefit: From the well documented 

problem of the 5 week wait for money at the start of the claim to the lesser known impact of multiple 

deductions that erode people’s Universal Credit payments.  National research has found that almost 

50% of all UC claimants have a deduction applied to their awards; e.g. utility debts and Tax Credit 

overpayments.  Lack of warning to clients get to prepare and adjust their household budgets for the 

impact of these reductions often tips people into immediate hardship and a reliance on foodbanks.   

At a local level this year, we strengthened our relationship with Mendip District council. We worked 

together on a very wide ranging report on flaws in the benefit system that was not only sent onto 

central government, but also being used to improve practices in benefit administration within the 

council.   

When the deadline was approaching for European citizens to register for the settlement scheme, we 

publicised this widely to raise awareness. Without registering, their rights to remain living, working 

and receiving benefits in the UK  were at risk.   

This year, we successfully raised our profile in the press and media, with 9 well received press 

releases on a variety of topics.  Thanks to our volunteer John Chettoe, who ably writes and sends out 

our press releases and who has transformed our profile in the local press. 

In summary, a busy year for Campaign and Research, reflecting the many obstacles people face.  

Through this work we are reminded that positive change can be made if we keep telling the stories of 

our clients, whose resilience in the face of unbelievable difficulties is a constant inspiration to all of us 

who work and volunteer at CAM.  
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Fundraising 
With a reduction in funding experienced in 2020 and further reductions anticipated over the next 

three years, CA Mendip made the decision early in 2021 to seek to fill these shortfalls with a strategic 

fundraising approach.  Led by the CEO with the assistance of a part-time paid member of staff and, 

where possible, volunteer support.  CA Mendip’s long-term sustainability requires us to identify and 

pursue new fundraising ventures.  CA Mendip has a strong case for support, and a strong reputation 

in the local area.   

However, ironically in a service used by so many, the main challenge in CA Mendip fundraising is lack 

of profile.  Many of our clients and indeed the wider public think that CA is funded at least in part by 

the Government, and very few realise we are a charity, much less one that needs to fund its own 

service.  Changing this perception has been the first step to making people think of us if they are 

nominating a charity beneficiary.  We have also devised a Social Media plan and are working hard to 

post regular snippets of information that raise our 

charity status profile.   Posts attract attention but also 

will imprint into other funders’ social media and raise 

awareness of our need for funding.   

There are hundreds of small funds and trusts across 

Somerset, as well as many national ones covering our 

area and type of work, but often they are not 

advertised.  Seeking them out and devising an annual 

plan and Fundraising Strategy has also been key to our 

success. Bid writing and research is a 

time-consuming business, but with 

an agreed strategy and focus it has 

yielded pleasing results for a first 

year. 

Post-pandemic trusts and 

foundations are prioritising their 

funding differently with more 

emphasis on roles and outcomes 

and less on additional and new 

projects.  Trusts are streamlining 

what they fund and becoming more 

specific about outcome expectation. Many are moving towards eco and environmental causes and 

away from mental health and beneficiary support. This will make the 

next year more challenging and the strength of social media again 

will come into play, alongside good reporting and stewardship of 

received grants. 

We are building a strong relationship with SRM Carver, our first 

Corporate Sponsor, and hope from this to retain their interest 

further than a year and also to have their support in attracting other 

like businesses.  Their support and enthusiasm have shown us that 

there is a potential source of Corporate sponsorship that could be developed further next year. 

Success has also come from some local Rotary, Lions and Masons groups who are interested in our 

work as a whole and offering a thread of support that we hope will develop into longer term 

relationships. 
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Our Achievements 2020/21 

This year has dramatically, unexpectedly and 

irrevocably changed our ways of working, due to 

the unprecedented challenges of the ongoing 

Coronavirus pandemic.  We were forced to close 

our offices for face to face advice in March 2020, 

as the country was stunned by the sudden move 

into national lockdown. 

Our new remote advice service model means 

that Mendip clients can now access advice 5 days 

a week from 10am to 4pm, through Somerset 

Adviceline, telephone call backs and email.  

Access to advice is no longer limited by where 

people live or whether they can get out to see us 

at a drop in session, which is enabling us to 

advise more clients and from different 

demographics.  When we undertook a client 

consultation, feedback 

very often highlighted a 

preference for the 

convenience and comfort of using our 

telephone service:  “No travel involved, 

can make the phone call in your own 

home at your own pace” 

 

From the outset of the first lockdown in March 

we moved swiftly to offer all our advice remotely 

from home.   We gradually brought back our 

volunteer advisers who had been ‘furloughed’ 

during the first lockdown, and recruited new 

volunteers for a range of new roles to support 

our advice-giving. 

 

Through our welfare calls and outcomes calls in 

April and May 2020 we proactively contacted 

nearly 80 potentially vulnerable clients, who may 

otherwise have struggled to contact us. We 

helped to put them in touch with sources of local 

help if needed, such as the coronavirus support 

groups which had rapidly formed.  

 

On 1st June 2020 Citizens Advice Somerset was 

launched, which is a partnership of the five local 

Citizens Advice charities in Somerset -Mendip, 

Sedgemoor, South Somerset, Taunton & West 

Somerset.  Each local Citizens Advice office 

“Thank you for the email and 
summary,! Very concise, I had  

already forgotten lots of it.     
Hopefully everything is now back 

on track. You and your                 
colleagues at CAB are brilliant, 

thankyou so much.” 
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continues to provide their 

local services, but we have joined 

together to deliver Somerset 

Adviceline  and  provide  a  single 

online point of access via 

www.citizensadvicesomerset.org.uk 

for anyone living in the county 

of Somerset. 

 

The freephone Somerset 

Adviceline number 0808 27 87 

842 went live in December 2020, 

removing the cost barrier for calling 

us; a real help for clients using ‘pay as you go’ 

mobiles with expensive per-minute call costs. 

 

We also launched our new third party online 

referral form.  Workers from agencies and groups 

can now directly refer members of the public they 

are supporting to us for advice. This has enabled 

us to work together to help some of the most 

highly vulnerable clients in society, who had 

perhaps never before been able to contact us 

independently. 

 

As we emerge and move on, 

restrictions finally easing, we are 

now building upon our successful 

new service model, and seeking 

to plan a gradual return to normality…albeit a 

different normality!  We plan in future to offer a 

touchscreen access point service from our offices 

and partner agencies, providing a means of 

access to online information and our telephone 

and email advice, including video advice.  We’ll 

also (when it is safe to do so) introduce a limited 

provision for face to face appointments, reserved 

for those clients who have particular barriers to 

accessing our advice in any other way.. 

 

You can’t imagine how helpful 
you are. I’m so stressed, I can’t 
sleep during the night because 
of this issue with my habitual 

residence... so I really appreciate 
what you’re doing for me.  

http://www.citizensadvicesomerset.org.uk
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We are more than just a leaflet ... 
Citizens Advice Mendip is much more than just somewhere you go to 
pick up a leaflet for information, so we thought we would take this 
opportunity to highlight the many different things we do and how we 
engage with the wider community. 

 

 

Multi-channel Access to Advice 
Freephone Adviceline- we provide a telephone advice service five days a week 
from 10am – 4pm on 0808 27 87 842 
Email – we offer email access for advice via our website 
Online information – we offer 24/7 access to our comprehensive information and 
interactive public site service, updated daily to ensure accuracy. It also has a broad 

range of self-help tools and template letters available.  
Third-party Referrals– partner agencies can make a referral to our services via the form on our 
website 
Face-to-face appointments– for clients who are unable to access our services in other ways, we 
can offer an appointment-based face-to-face interview. 

 
 

Emergency Help in Crisis  
In partnership with the four other local Citizens Advice services in Somerset, we 
have been the front door for people to access the County Council’s Local Assistance 
Scheme (LAS) - a vital scheme designed to help people in acute need of either food, 
fuel or essential household goods. The service is located in Citizens Advice because, 
when people come to us for emergency help, we are better placed than most to 

begin dealing with the underlying issue that has tipped the person into crisis.  

 
 

Helping Develop Money Skills in Adults  
To help clients avoid getting into the same problem over and over again, we 
provided Personal Budgeting Support (PBS) to improve their skills and ability to 
manage their financial affairs. We also provided PBS to people who had been 
enrolled on the new Universal Credit system. We do this with Mendip District 
Council’s Housing Options Team to help clients avoid the precursor conditions to 

eviction as part of the Council’s Homelessness Prevention duties. 

 
 

Preventing Homelessness  
We provide Mendip District Council Housing Options team with a fast-track advice 
service for people facing eviction.  MDC Housing Options clients are sent over to us 
with eviction notices about to be executed within the next few days, sometimes 
even the next few hours. Our teams are able to quickly help them complete the 
relevant court forms, assemble a financial statement, and occasionally even put the 

client in a taxi to get them to the County Court on time to get the warrant suspended, giving time 
to sort out the problems that the client is facing. This not only keeps people and families in their 
homes but also saves the local authority (and therefore local council tax payers) many £000s in 
emergency accommodation and re-housing costs. 
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Specialist Debt Advice Service 
Debt makes up a significant element of the demand for help from Citizens Advice 
Mendip. The amount of new debt caseload coming through our doors regularly 
reaches the millions of pounds a year. Our small team of Debt Advisers are able to 
offer a full debt management service to help people begin the process of getting 
their finances (and often their lives) back in order. Citizens Advice Mendip is 

properly authorised and regulated by the Financial Conduct Authority (FCA) to provide debt advice 
services, and anyone seeking help with their debts, or other partners referring their clients for 
debt advice, should exercise great caution: check for FCA authorisation wherever they go so they 
can be sure they are fully protected from poor or uninsured debt advisers. We are also fully 
accredited by the Insolvency Service for our debt team to act as intermediaries for Debt Relief 
Orders for eligible clients.  

 
 

Helping Develop Money Skills in Young People   
We continue to work with an expanding number of local schools by taking financial 
awareness and capability programmes into the education arena. We see this as vital 
to get young people thinking about smarter ways to manage their money before 
they are faced with hard choices away from their family support.  These have been 
very well received by teachers and pupils alike, so much so that we have been 

supported by local funders once more to deliver in more schools, and not just in Mendip — 
further afield in Somerset too.  

 
 

Linking with Partner Schemes to Help People  
Looking to use the wide recognition of the Citizens Advice brand for independence 
and good practice, many 
other organisations also 
turn to us to help deliver 
their bespoke support 

programmes. Somerset Community 
Foundation, for example, uses us to 
deliver their Surviving Winter grants 
to older Mendip residents who are 
in need of support. We are able to 
promote similarly helpful schemes 
such as Wessex Water’s Assist and 
Restart programmes, which can 
certainly help people manage their 
water bills better 

 
 

Help To Claim 
With DWP funding, we 
provide a service for new 
Universal Credit claimants, 
to help them register, set-
up and provide the 

necessary information to complete their 
claim smoothly. Clients can contact us by 
telephone or webchat. 
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Investment Return in               

Citizens Advice Mendip 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

Outcomes 
Whoever you are, whatever the problem, Citizens Advice Mendip is there to support you - 

but aside the assurance and certainty that we provide, there are tangible outcomes from the 

work we do for our clients. These include the new and additional income that we secure for 

our clients, debt write-offs, and repayment arrangements. 

 

 

 

Outcomes  

Income gain £692,337 

Re-imbursements, services, loans £300 

Repayments rescheduled £132 

Other £41,767 
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April 2020 - March 2021  

Danielle Eastwood Laurie Stokes 

Faith Guest Loraine Suddes 

Helen Trott Lucy Aked 

Hilary Bowman   Maggi Kingham 

Ian Byworth Sam Hook 

Iona Fitzgerald Suzy Fellows 

Jaydee Rowe Vivita Blumane  

Laura Miller  

Staff 

Volunteers 
Alex Malcolm Ewan Caldwell Maureen Keen 

Alison Cholomondley Gerry Lea Michael Gorman 

Alistair Pearce Gill Stobart Millie Jenkins 

Angela Sherwood Gladys Joseph Monica Mundy 

Anne Sear Helen Dance Nicola Jennings Orr 

Beverley Goddard Hilary Bowman Rhod Salter 

Carol Oxborough Jenny Gammon Richard Brook 

Caroline Fulton John Chettoe Roz Miller 

Carolyn Davidson Kate Clements Sandi Gryce 

Carrie Rolls Kathryn Lewitt Sheila Byworth 

Christine Abrahams Laura Sorensen Sheila Patterson 

Claire Stott Lesley Hoad Silke Moxon-Riedlin 

David Reeves Louise Deplae Simon Smith 

David Sanderson Lyn Payne Stephen Judge 

David Stevens Lynette Pedersen Sue McNamee 

Deborah Baillie Margaret MacDonald Tricia Golinski 

Elizabeth Garrett Martin West  

Trustees 
Carole Hounsell Jarrod Henderson 

Catherine Lewin Jenny  Bradfield 

Chris Hare Kate (Catherine) Smedley 

Claire Hudson Malcolm Williams 

Janet Saxon  
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CEO’s Closing Remarks 
Well, what a year…one like no other! 

The pandemic has been a difficult time for lots of people in a great number of ways, and many of 

these people turned to Citizens Advice Mendip (CAM) for advice to help them find a way through. 

Ensuring that CAM was there to help them presented us with our own set of difficulties - foremost 

being: how does a volunteer led service, 90% based on face-to-face work, quickly transition to 

delivering advice remotely? 

Well, the staff team, volunteers and our funders all pulled together at really short notice (a week 

before the first official lockdown) transitioning our service quickly so we could continue to provide 

advice by telephone and email . We also joined forces with our Citizens Advice partners in Somerset 

to extend client telephone access, by jointly delivering the Somerset Adviceline. 

The CAM staff team adapted our information and 

training resources so that our volunteer team of 

advisers could be supported remotely; the 

volunteer team adapted quickly to new ways of 

working with new tools; and we successfully 

secured funding from partners to finance the 

sudden need for laptops, phones and home-

working equipment. 

As an unintended consequence of this 

transformation, we’ve been able to extend our 

capacity - making our service available for more 

hours each week so that we’re able to reach more 

people; to attract clients who have never used our 

services before; and we’ve reduced our ongoing 

costs significantly.  

Whenever I talk about the future and what this 

holds for CAM, I hesitate to use the word  

‘uncertainty.’  There are so many changes impacting 

the lives of our clients and on CAM’s services right 

now, month-to-month and week-to-week - whether 

that’s fluctuations in Covid infection rates, threats 

of new lockdowns, cuts to UC, increases in gas and 

electricity prices, threats to our funding and the 

new Somerset unitary authority decision.  

So instead, I’m going to use the word ‘certainty.’  We 

know for sure that there are lots more changes to come - but that’s alright, because dealing with 

change and adapting our services to meet the needs of our clients is something we’ve got used to. In 

fact, we’ve become pretty good at it!  

What gives me such confidence in that, is the unstinting dedication and ingenuity of our staff and 
volunteer teams, the guiding hand of our Trustee Board, and the support of our funders. So my 
thanks go out to all of them! 

 

Ian Byworth, ianb@citizensadvicemendip.org.uk 
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If you have any spare time on your hands and want to help           

members of your community, then why not become a Volunteer at 

Citizens Advice Mendip? 
 

If you are … 

Willing to learn new skills    

Keen to make a real difference to people’s lives  

Able to make a regular commitment of your time 

Competent in basic computer skills (some training will be given) 

 

Then we would be interested in hearing from you. 

www.citizensadvice.org.uk/about-us/support-us/volunteering 

 

 

 

Tel: 01749 345394 
Email:  volunteer@citizensadvicemendip.org.uk 

Now more than ever we need help following the recent cuts by                

Somerset County Council. Our charity is only able to operate due to the 

generous contributions that are given to us via donations. Without 

these, we would no longer be able to run FREE advice sessions.  

 

Shape Mendip Lottery 
www.shapemendiplottery.co.uk/support/citizens-advice-mendip 

Shape Mendip Lottery is a weekly online lottery created to support local 

causes in Mendip. Tickets are from only £1 per week, with 60% going to 

local good causes, and with prizes up to £25,000!  
 

JustGiving 
Sign up to justgiving.com and search for Citizens Advice Mendip. You 

can donate from as little as £2, or set up a monthly payment plan. 

JustGiving charge no fee so we receive every penny you donate.  

www.justgiving.com/citizensadvicemendip  

 

Volunteering 

Donating 

“It is good to 

give something 

back to my 

local 

community” 

http://www.citizensadvice.org.uk/about-us/support-us/volunteering
mailto:volunteer@citizensadvicemendip.org.uk
http://www.shapemendiplottery.co.uk/support/citizens-advice-mendip
https://www.justgiving.com/citizensadvicemendip
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Somerset Telephone Adviceline 0808 27 87 842 
Monday – Friday 9:00am – 5:00pm  

Email  www.citizensadvicemendip.org.uk                   
follow the link, top right corner of every page 

Web  www.citizensadvicemendip.org.uk       
Self Help Advice  
www.citizensadvice.org.uk 

 

 

 

http://www.citizensadvicemendip.org.uk
http://www.citizensadvicemendip.org.uk

