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Welcome to North Bristol Advice Centre’s  
Annual Report 2006—2007 

 

About North Bristol Advice Centre (NBAC) 
 
North Bristol Advice Centre‘s Mission Statement is: 

“To combat poverty and contribute to the process of empowerment by 
providing free, confidential, high quality advice and information for people in 
North Bristol and South Gloucestershire.” 
 
The core values which underpin our mission include a belief that: 

 providing advice, information, support and advocacy will help empower individuals to secure 
their rights and gain access to the services and entitlements that are available to them; 

 promoting equal opportunities and challenging discrimination are essential in achieving our 
mission; 

 achieving high professional standards and providing a supportive work environment for staff 
and volunteers are key factors in delivering an effective service. 

 

In pursuing our mission, we have identified four specific aims, each relating to a different area  
of work: 

 to improve access to advice and information for all sections of the community; 

 to increase take-up of legal entitlements; 

 to contribute to the policy making process and promote progressive social policies; 

 to achieve good practice through training for ourselves and other agencies. 
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Chair's Introduction 

 

Last year North Bristol Advice Centre achieved around £1.25m for 
clients in previously unclaimed benefits and charity payments. This is 
an impressive achievement but should money raised be the only 
measure of success?  

 
I think that we need to understand and communicate more effectively 
the wider benefits that result from our service. 
 
Many of our case histories show that clients have not only received a 
significant boost to their income but also that their levels of anxiety and 
stress have been significantly reduced: 
 

 the young mother whose tax credit claw-back was written off 
 the bereaved family whose financial worries were alleviated, enabling them to embark 

on the process of grieving and reconstructing their lives 
 the patient in hospital, suffering from mental illness, whose benefit problems  

were resolved. 
 

Our recently increased funding from North Bristol Primary Care Trust is partly in recognition of 
the contribution our service makes to improving people's mental and physical health. One 
outcome of our support may be that a period in hospital is averted or that a patient can leave 
hospital earlier, resulting in significant cost savings for the NHS. 
 
To achieve and improve on these results we need to do two things: 

1. We need to develop a system for measuring success which is sophisticated enough to 
track outcomes such as health improvements and medical interventions avoided. 

2. We need to persuade our funders of the importance of the holistic approach which is 
central to our work and which not only alleviates distress but reduces the number of calls 
on public services and saves public money. 

 
Effective communication with funders and successful partnership working will be the key to taking 
forward this agenda. 
 
The year ahead is going to bring new and difficult challenges as we prepare for major changes to 
our contract work with the Legal Services Commission. Complex and far reaching proposals to 
change the way we deliver legal advice will have to be carefully monitored and evaluated but as 
always I feel confident that the staff at NBAC will continue to deliver a professional service to the 
communities of North Bristol. 
 
I would like to take this opportunity to thank all the staff and volunteers for their continuing hard 
work, dedication and support. 
 
 

Oliver Shirley 

Chair, NBAC Management Committee 
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Director’s Report 
 

Once again we have been faced with a taxing year, unprecedented in 
demand on the service and fast pacing changes brought about by the 
overhaul of the Legal Services Commission. But once again the team 
has risen magnificently to the challenge. 
 
We have taken on new members of staff and have been able to 
expand our services. We now provide seventeen advice sessions in 
Lockleaze and in our outreach locations. We continue to provide a 
much needed and valued Home and Hospital Visiting Service and I 
would like to take this opportunity to thank Christina Gray from Bristol 
North Primary Care Trust (PCT) for her continuing support and 
encouragement and her help in securing a funding bid with the PCT. 

Findings from our client survey demonstrate that we continue to provide a much valued service. 
 
Partnership work over the last years has included; 

 A successful joint funding bid to the PCT with Bristol Citizen‘s Advice Bureau, East Bristol 
 Advice Services, and Child Poverty Action Group. 

 Recruitment of 2 Money Advice Trainees (now trained caseworkers) through the Financial 
 Inclusion Bid. Partners include Bristol Debt Advice Centre, Bristol CAB, South and East 
 Bristol Advice Services, Podsmead Neighbourhood Advice project, North Somerset CAB 
 and St Paul‘s Advice Centre. 

 Representation on the Joint Planning Board (Bristol City Council, Community Legal 
 Services, Advice Centre‘s For Avon and the PCT) 

 Chairing the South Gloucestershire Welfare Advice Partnership 

The year ahead will bring about even more challenges as major changes to our contracts will be 
enforced and changes from grant funding to joint commissioning and service level agreements 
take shape. 

Our challenge for the year ahead is to remain client focused at all times within an ever increasing 
―target‖ driven environment. 

During the year we said goodbye and thanks to Indigo Redfern for all her hard work in managing 
the finances and we welcomed two previous volunteers to the staff team.  Both Mandy and 
Janice took up paid trainee posts thanks to funding from the Financial Inclusion Fund and South 
Gloucestershire Council.  I would also like to welcome Selman Sheshi, our new Finance Worker, 
to the team. 

We would like to thank Cas Brooks for her locum triage Advice Work, updating the office policies 
and procedures and the production of this year‘s Annual Report. 

Sincere thanks to all the staff, volunteers and trustees for their unfailing commitment to the 
service. 

Sally Gapper 
Director 
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Financial Inclusion Fund (FIF) 

 Face to Face Debt Advice – Trainee to Caseworker 

I started work as a Trainee Money Adviser for the Financial Inclusion Fund at the beginning of 
April 2007. 
 
The training, provided by the Money Advice Trust, involved six sessions of two day residential 
courses held in Birmingham. The training covered a wide range of topics as follows: 
 
 Good Practice Dealing With Debt 
 Bankruptcy 
 Administration Orders & Individual Voluntary Arrangements 
 Mortgage & Rent Arrears 
 Strategies 
 Council Tax 
 Magistrates Court Action 
 Debts in the County Court 
 Consumer Credit Act  
 
I had no experience of Debt Advice and was a complete novice at the beginning of training. The 
training was excellent and I enjoyed it immensely. My fellow trainees had different levels of 
experience in money advice; some had years of experience and some, like me, were complete 
beginners. Through interaction with these other trainees, I was able to increase my limited 
knowledge by listening to them talk about their own experiences and also through asking them 
questions. After completing the training on Bankruptcy, I was allowed to begin taking on my own 
cases, and this enforced all that I had learnt on the training course. 
 
I have been in the job now for six months and although I am still learning new things, I feel 
confident and thoroughly enjoy the work that I am doing. At present I have 23 cases ongoing and 
am now averaging three new clients per week. 
 
My colleague Asri started his Caseworker training in September 2006, he also found all the 
training excellent. He has just started the Specialist Level Training, in order to equip him with 
knowledge in dealing with more complicated issues. During the last twelve months Asri has 
opened 109 cases, the majority of these being multiple debts. He has also had a significant 
number of bankruptcy cases. 
 
During the last year - 01/09/06 to 31/08/07 we have opened a total of 186 FIF files. 
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Debt Case study 

 
Miss Smith came to us for help with her debts accompanied by her support worker as she is 
suffering from mental health issues. She told us that few years back she applied to Bristol County 
Court for a repayment plan of her debts. This is commonly called an Administration Order. The 
court has made an order for her to pay £10.00 every month and she had been paying this for 
more than 4 years. She also told us that she has a loan with HSBC which has been passed on to 
a debt collection agency. She is paying £5.00 every month towards this debt. 
 
Miss Smith‘s financial difficulties started when she became ill and was signed off from work. Later 
she was diagnosed as suffering from acute psychosis. She eventually stopped working and since 
then lived on benefits.  
 
Miss Smith applied for Administration Order in 1992 through the advice of a friend. When she 
applied for this repayment plan, she was not made aware of a composition order, whereby a 
court will calculate what fraction of the whole debt should be paid within a certain period - 
normally between 3-5 years.  
 
As she had been paying her Administration Order for more than 4 years, we believed that she 
would have been discharged by now if she had a composition order, which is normally applied 
between 6 -12 months of the Administration Order. Because of this, we decided to write to Bristol 
County Court and asked for her to be discharged as she had probably paid more than what is 
required even if a composition order were to be made. On the 16

th
 of May 2007, the court 

ordered for Miss Smith to be discharged within 14 days if no further objections from her creditor. 
The order was made final on 30 May 2007 and the balance of £2,600.00 was written-off by  
the court. 
 
Also using mental health issues as our main ground, we wrote to the debt collection agency and 
asked them to write-off her debt which still has a balance of around £7,100.00. Our request was 
passed on to the main creditor, HSBC, who later confirmed that they will no longer pursue 
payment from Miss Smith and brought her account to zero balance. 
 
Miss Smith sent us a thank you card and a £5.00 donation to our charity. 
 

Mandy Williams  
 
Money Advice Worker 
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Welfare Benefits Case Study 

The Case 

A request for the home visit was received to visit this particular family to identify and assist them 
with various benefit claims and checks. 

Background 

The family consisted of an 82 year old woman and her 2 adult sons.  Her husband and the sons‘ 
father had died recently and because he had been the head of the household and had handled 
all the household finances, the whole family were experiencing severe difficulties in coping with 
the money situation – they had very little idea which benefits any of them might be entitled to.  
Added to this confusion was a variety of health problems and dealing with their grief over the loss 
of their husband and father. 

The older son, D, is 48 and for the last 23 years has suffered with severe, as yet, undiagnosed 
mental health problems.  He is unable to engage or converse with anyone and spends all his time 
in his room or in the bathroom.  He has many Obsessive Compulsive Disorder‘s and will not sit 
down anywhere except in his own room.  Until the involvement of Social Services following the 
father‘s death, it would seem that there had been no intervention by any mental health services, 
as D‘s issues had not been brought to the attention of the medical profession until that time. 

The mother is 82 and at the first visit had various physical illnesses.  She was also suffering from 
mental health problems at the time, with exhibitions of bizarre behaviour, (possibly as a result of 
her bereavement), which were a concern to her younger son and the medical professionals 
involved. 

Both the mother and the older son needed a lot of care and support, the responsibility for which 
had fallen mainly on to the shoulders of the younger son M who is 45. 

M had not worked for some years, but was also not in receipt of any benefits.  Prior to the father‘s 
death, the whole family had lived on the State Retirement Pensions of the parents and an 
occupational pension. 

When the father died M was thrust into the position of being the head of the household, as there 
was no one else to assume the responsibility. 

He found himself having to deal with trying to sort out the family finances together with all the 
other matters that he had to attend to following his father‘s death.  M felt severely out of his depth 
having to deal with so many things that he had no previous experience of, together with grieving 
for his father and supporting and caring for his mother and brother with their illnesses. 

At the first visit M was visibly distressed and feeling unable to cope.  He described feeling 
completely overwhelmed by everything and was at ―breaking point‖. 

How We Helped 

Applications had been made for housing and council tax benefit, but had not been processed due 
to insufficient information having been provided.  The extra info was submitted and the 
application was able to proceed.  The family now receive £32 per week in HB and £15 per week 
in council tax benefit with £900 in backdated benefit. 

We advised the mother to apply for a funeral payment from the Social Fund; she was awarded 
£1,600 towards the cost of her husband‘s funeral. 
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M had made an application for his own Incapacity Benefit as he had a sick note from his GP for 
stress.  Again this was held up as M had not returned an enquiry form asking how he had been 
supporting himself.  We helped him with providing the required information and M is currently 
receiving £59.15 per week Incapacity benefit.  He received 8 weeks arrears of benefit totalling 
£473.20. 

We helped M to apply for Incapacity Benefit and DLA on behalf of his brother, who is not capable 
of handling his own affairs.  M had to reluctantly act as appointee for his brother as his mother 
was too unwell to act as the appointee at the time.  D now receives £84.40 per week in Income 
Support based on his incapacity and £34.20 per week in DLA.  He received 8 weeks arrears of IS 
totalling £944.60 and 26 weeks arrears of DLA totalling £889.20. 

We helped M to appeal the DLA decision as it was felt D met the criteria for Middle rate of care 
for continual supervision throughout the day.  The decision was revised and D now receives 
£60.15 per week in DLA, with a further payment of arrears of £833.60. 

As a result of D receiving middle rate care DLA, M now claims Carer‘s Allowance and Income 
Support as a Carer.  His weekly income has increased by a further £27.15 due to the Carer 
Premium.  He also received £423 in backdated Carer‘s Allowance. 

We helped the mother to make a claim for Attendance Allowance, but her claim was turned 
down.  We talked to her about appealing the decision, but by the time the decision was received, 
the mother‘s mental and physical health had improved to such an extent that she felt she did not 
qualify for AA.  She was going out again and beginning to take part in everyday activities. 

The Quantitative Outcomes 

The family‘s weekly income was increased by £276.90 per week through the application for 

various benefits, with arrears and lump sum payments totalling £5,063.60. 

The Qualitative Outcomes 

Through personal observation and comments from the mother and M, the stress experienced by 
especially M has diminished; he is feeling so much better and more able to cope. with the 
responsibilities. 

His mother‘s improved health and state of mind mean that she needs much less looking after and 
in turn is able to offer care and support to her older son, thereby relinquishing some of the 
responsibility from M.  

D is involved with the Mental Health Services and this is ongoing. 

The increase in income and the support in bringing this about has meant that the family‘s levels 
of stress have reduced considerably, leading to the family 
being able to deal with their grief for their loss without the 
added financial worries. Increased income will also lead to 
greater life choices. 

The improvements in this family‘s situation are due to the 
involvement of a range of services offered by Social 
Services and the Medical Profession as well as NBAC. 
 

Laura Jueterbock 
Casework Supervisor 
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Volunteer Training Programme 
 
 
Over the past few years  NBAC has created a new role for volunteers called an 'Advice Support 
Worker' and we are committed to continuing this opportunity. 
 
On completion of a 6 week foundation training programme, Advice Support Workers assist 
NBAC's advice team in a number of tasks including applying to local charities for financial support 
on behalf of clients. 
  
Not only does the Advice Support Worker role benefit NBAC's advice team, but we estimate that 
with two volunteers NBAC is able to assist a further 276 people per year. Volunteers also gain 
confidence and a range of new skills to improve their employment prospects. 
 

Last Year the Advice Support Workers raised an additional £17,476 for clients from applications 

made to various charities for grants to help with essential items, such as beds or fridges, for 
example. 
 
NBAC aims to recruit two local people to train as Advice Support Workers during each  
recruitment round. 
 
The foundation training programme includes units covering client interview skills, knowledge and 
an introduction to NBAC's systems. 
 
On completion volunteers will have a named support worker and receive regular supervision  
sessions from which an ongoing 'Training and Development' plan is produced. 
  
Every role carried out by volunteers is vital to the work of NBAC, so there is a selection process for 
each volunteer vacancy that arises. 
 
For more information and details of any current vacancies, please contact the advice centre on 
0117 951-5751 to receive your Information Pack. 
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A Volunteers Experience 

 
I was on New Deal having been ill for a long time. 
 
I first started at North Bristol Advice Centre as Volunteer 
Admin assistant to get  experience of working in an office 
again and get a reference.  
 
I learnt how the office worked and learnt the  
ifferent systems.  
 
Later, I was asked to be an advice support worker. 
 
As an advice support worker I would help with form filling and making charity applications on 
behalf of the clients. The charity applications could vary from utility debts to washing machines.  
 
Recently, the position of South Gloucester Welfare Benefits Trainee came up, I applied for it and 
I got the position.  
 
I now help people with Benefit problems. 
 
Coming to North Bristol Advice Centre was the best thing I‘ve done in a long time! 
 
 

Janice Bohin 
 
 
Trainee Welfare Benefits Advice Worker 
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Monitoring Information April  2006—March 2007 

Who uses the Advice Centre? 

Every time a new person visits the advice centre or one of our outreach services for 

advice, we ask them to complete a monitoring form with us.  This helps us to see 

who is using the service and helps us to see if we need to make any improvements 

to the service. 

Below are the findings from March 2006 to April 2007: 

 

Gender

Female

60%

Male

40%

Ethnicity

White

88%

BME 

Groups

12%

Disability

Mental

17%

None

50%

Both

8%

Physical

25%

Age

17-24

9%
25-34

20%

50-64

27%

35-49

32%

65+

12%

0-16

Age

<1%

Area of Case Law

Welfare 

Benefits

71%

Family

1%

Other

6%

Debt

16%

Housing

4%

Employ

ment

2%

Client's Geographic Location

BS34

13%

Other

1%

BS11

10%

BS10

23%

BS7

44%

BS16

<1%

Homeless

<1%

BS32

3%

BS9

6%
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“I don’t think the 

service can be 

improved as it is 

very good and 

professional.” 

“The advisor was very helpful 

and reassuring, this took a lot of 

worry out of a otherwise 

traumatic situation which had 

been a great worry for 5 years.  

We only wish we had heard of 

you earlier.  The follow-up phone 

call was really nice to finish the 

procedure, thank-you.” 

“A big thank-you for all 

your help on winning my 

Benefit’s Tribunal, I would 

not  have done it on my 

own.” 

Client Satisfaction Survey  - June 2007 

Every year North Bristol Advice Centre sends out a questionnaire to all clients 

whose cases have been completed.  This year 48 questionnaires were sent out, of 

which 19 were returned. 

Of these, 84% of clients were very satisfied with the service they received and 16% 

of clients were fairly satisfied with the service they received.  No clients answered 

any of the 5 questions with fairly dissatisfied or dissatisfied.  

Quality of Advice

84%

16%

Very Satisfied

Fairly Satisfied

Between April ‗06 and 

March ‗07, North Bristol 

Advice Centre raised 

£1,326,387.44        
in previously unclaimed 

benefits and charity 

payments for its clients. 

The number of clients advised 

on new matters from March 

2006 to April 2007 was 1641. 
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Services Provided 
The advice centre provides free confidential advice to the general public who live in the  
BS7, BS9, BS10, BS11, BS32 and BS34 areas of Bristol and South Gloucestershire. 
We also provide home and hospital visits and representation at appeal tribunals. 

 

Day Session Time 
  

Monday General advice and specialist welfare rights drop-in at 
Lockleaze 
 
Alternate debt advice and specialist welfare rights 
appointment service at Lawrence Weston 

 
9.30-12.30 
 
 
9.30-12.30 

Tuesday Credit Union Collection 
 
Generalist advice and specialist welfare rights 
appointment session at Lockleaze 
 
Specialist debt advice appointment session at 
Lockleaze 
 
Specialist housing advice session run by Shelter 
 
General advice and specialist welfare rights 
appointment session at Patchway 
  
Generalist advice and specialist welfare rights 
appointment session at Southmead Health Centre 
 
Specialist welfare rights advice drop-in session at 
Southmead Hospital—Weston Ward 

9.30-10.30 
  
  
9.30-12.30 
 
9.30-12.30 
 
 
1.00-4.00 
 
 
1.30-4.30 
  
  
1.30-4.30 
 
 
1.30-4.30 

Wednesday 
 
 

Generalist advice and specialist welfare rights 
appointment session at Coniston 
 
Generalist advice and specialist welfare rights 
appointment session at Little Stoke 
 
Specialist debt appointment session at Lawrence 
Weston 

   
9.30-12.30 
 
 
1.00-4.00 
 
 
2.00-4.00 

Thursday Specialist debt advice drop-in at Lockleaze 
 
Generalist advice and specialist welfare rights 
appointment session at Southmead Health Centre 
  
Generalist advice and specialist welfare rights 
appointment session at Lockleaze 
 
Generalist advice and specialist welfare rights advice 
appointment session at Seamills Health Centre 
 
Generalist advice and specialist welfare rights advice 
appointment session at Lockleaze 

9.30-12.00 
 
 
9.30-12.30 
  
 
10.00-12.00 
 
 
1.30-4.30 
 
 
2.00-4.15 

Friday General advice and specialist welfare rights drop-in 
sessions at Lockleaze 

 
9.30-12.30 
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NORTH BRISTOL ADVICE CENTRE 
ACCOUNTS 2006-07 

Balance Sheet 
As at 31 March 2007 

   2007(£)   2006(£) 
 

Tangible Assets      240,059  243,738 
Current assets  
Debtors and prepayments             1,600      2,307 
Cash at bank and on hand                   99,648         106,930 
             101,248         109,237 
Current liabilities 
Creditors:amounts falling 
due within one year          (6,270)  (25,492)     
Net current assets          94,978    83,745 
Creditors: amounts falling 
after one year           (6,777)  (12,255) 
Net assets               328,260  315,228 
Unrestricted Funds 
General funds           37,978    20,926 
Designated funds      290,282  288,484 
Restricted funds        -      5,818 
Total funds       328,260  315,228 
 
Statements of Financial Activities 
As at March 2007  
Including Income and Expenditure Account    

      Unrestricted  Restricted    Total        2006 
         Funds            Funds       Funds       
         2007(£)  2007(£) 2007(£)    (£) 
Incoming resources 
Grants and donations               93,035       153,252       246,287    222,486 
Activities to further the charities 
Objects: 
Legal Services Commission      94,530      -              94,530   83,352 
Project and Misc income     347      -   347   45 
Activities for generating funds 
Room hire and service charges  6,148     -       6,148      5,606 
Investment income    5,558     -       5,558        3,228   
Total incoming resources     199,617 153,252   352,869  314,717  
Resources expended 
Direct charitable expenditure      175,133 159,070   334,203   299,541 
Management and administration  5,635             -        5,635       5,075 
Total resources expended      180,768       159,070   339,838   304,616  
Net Income for the year         18,850   (5,818)     13,032     10,102 
Total funds at 1 April 2006      309,410     5,818   315,228   305,127 
Total funds at 31 March 2007      328,260              -    328,260   315,228   

 
 Auditor‘s Statement ―As auditor of North Bristol Advice Centre I have reviewed 

these accounts and consider they are consistent with the full accounts on which 
I gave my opinion.‖ 

Dick Maule, Chartered Accountant and Registered Auditor 
 

The financial Information in this report has been extracted from the company‘s full audited 

accounts, a copy of which is available on request from NBAC‘s registered office. 
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Who we are: 

 

Chair: Oliver Shirley 

Treasurer: Joy Langley 

Management Committee Tony Davies 

Members:   Jane Rogers 

 Stan Simms 

 Isobel Webley 

Director: Sally Gapper 

Deputy Manager: Anne Doughty 

Administration: Allison Clark 

 Kerry Rollings 

 Carol Sage 

Casework Supervisors:   Liz Freeman 

 Mary French 

 Laura Jueterbock 

Advice Workers:   Marjo de Best 

 Linda Gilmour 

 Kate Lines 

 Jude Ponting 

Trainee Welfare Benefits Advice Worker:     

 Janice Bohin 

Money Advice  Asri Abduraup   

Workers:   Mandy Williams 

Triage Advice Worker: Cas Brooks 

Finance Worker: Indigo Redfern (left 06/07)

 Selman Sheshi (from 06/07) 

Social Policy Volunteer:  Miranda Jubb 

Caretaker:   Roger Daniels 

Cleaner: Sue Mitchell 
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The Future Aims of North Bristol Advice Centre 
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The Umbrella Organisation 
for Advice Centres in the 
former county of Avon 

“Access, Diversity, Quality” 

A big Thank-you to 

Rolls-Royce for 

helping to fund the 

Annual Report 

Thanks to all our funders for 2006-2007: 

Bristol City Council, Legal Services Commission, Financial Inclusion Fund, 

South Gloucestershire County Council, The Big Lottery Fund, Bristol North 

Primary Care Trust, Filton Town Council and Stoke Gifford Town Council. 

North Bristol Advice Centre is a member of Advice UK, Institute 

of Money Advisers and Advice Centres for Avon 

Specialist Debt and 

Welfare  

Benefits 

North Bristol Advice Centre 

2 Gainsborough Square 

Lockleaze 

Bristol 

BS7 9XA 

Telephone: 0117 9515751 

Fax: 0117 9355975 

Web: www.northbristoladvice.org.uk 

Email: team@northbristoladvice.org.uk 

The Langley Centre—Community Training Venue 

The Langley Centre, owned by North Bristol Advice Centre, is a purpose-

built training facility in Lockleaze which can accommodate up to 30 people. 

It is an easy access, ground level venue available for hire on a daily or half 

day basis.  The wide range of equipment including data projector, flip-charts 

and OHP are included in the hire charge.  Tea and coffee facilities are 

available.  It has accessible toilet and shower facilities, cycle parking and 

good free car parking locally. 

Telephone: 0117 9527686 for further information or bookings. 

Registered Charity number: 1066921              Company Registration Number:3449469 


