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rd
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PURPOSE OF FUNDING 

  
 
 

PROJECT DETAILS 

 
 
 
 
 

Otley Citizens Advice Bureau 

Cost: £4,000 
Project Length 17th September 2013 – 25th March 2014 
Paid: Coordinator/ supervisor 6 hours – Administrator 4 hours  
Nominal Costs for Volunteer Advisers expenses and all other expenses and provision 
including printing and premises met by LCAB 

Otley Town Council wishes to relieve financial disadvantage and improve the 
environment of residents during a period of national austerity and Welfare Benefit 
change by means of extended provision of advice, information and support to residents 
of LS21 with special emphasis on Benefits and Fuel Poverty issues. 

 Otley CAB has undertaken to provide 26 Tuesday morning ‘Open Door’ sessions 
over a 6 month period.  At time of writing 21 have been completed.  Trained 
volunteers have given face to face and telephone advice under the supervision 
and support of paid workers.  

 

 Posters and flyers have been delivered to Otley Library, all GP surgeries, Local 
Support Groups, Churches and residential estates.  These have included details 
of opening hours and a local telephone number for advice. 

 

 Other publicity has been circulated by means of published articles in Otley 
Matters and local newspapers as well as Leeds Citizens Advice Bureau website. 

 

 Partnership working has been established with Otley Children’s Centre, Otley 
Action for Older People, Otley Food Bank and Otley Town Council.   
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OBSERVATIONS 

 
 

 
 
 
 
 
 

1. Use of this Tuesday morning service has been less than anticipated.  Actual 
attendance figures constitute 7.6% of our total client head count for the 6 month 
period (including all postcodes); however the 2.5 hour session effectively 
increased Otley CAB open door time by 21.7%.   

 
2. LS21 clients accounted for 35.6% of our total client group during the 6 month 

period.  Many other clients had an alternative connection with Otley (e.g. 
relatives, caring responsibilities) and very nearly all were in hardship at the time 
they approached the CAB. 

  
3. Discussions with partner organisations in Otley reveal a consistent low take up of 

the Fuel Cost saving schemes and initiatives available. This has been reflected 
in national figures as well as local. 

 
4. In common with other voluntary sector agencies, we have identified a marked 

reluctance from most individuals in need to engage with the state and corporate 
administrations other than when forced to do so by extreme circumstances. 
These public and private administrations appear to them to be hostile and 
unpredictable, and those already under stress seem – understandably – reluctant 
to place any trust or confidence in them.  Overall, this creates an unwelcome 
barrier to ‘preventative’ work with those in need, and leads to most work being 
characterised as ‘crisis intervention’. 

 
5. Older clients living in sheltered and supported housing schemes are not 

responsible for their premises and have no personal interest in the promotions. 
 
6. We are very grateful for the advisers giving up their free time; however, the lack 

(in the anticipated level) of demand for advice has made it difficult to sustain 
commitment to the project across the whole team. 

 
7. There remains a strong level of demand for our service for our Monday, 

Wednesday and Friday morning service sessions. New services often have a 
slower start, and despite extensive targeted promotion this service has not been 
highly utilised.  

 
8. Meeting with partner organisations (initiated by OTC) was very constructive and 

would be desirable to continue. 
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CLIENT ATTENDANCE TOTALS 

 
 

Week Clients seen on  
Tuesday session 

LS21 Clients seen 
17 9 13 – 17 2 14 

Total Clients  per wk 

17 09 13 3  50 

24 09 13 4  51 

01 10 13 6  47 

08 10 13 6  58 

15 10 13 4  40 

22 10 13 3  53 

29 10 13 5  41 

05 11 13 6  49 

12 11 13 5  40 

19 11 13 2  56 

26 11 13 1  39 

03 12 13 3  41 

10 12 13 0  44 

17 12 13 4  42 

07 01 14 3  62 

14 01 14 3  50 

21 01 14 3  41 

28 01 14 4  49 

03 02 14 4  42 

10 02 14 3  43 

17 02 14 3  37 

25 02 14    

04 03 14    

11 03 14    

18 03 14    

25 03 14    

    

    

    

Total 17 2 14 75 347 975 

 
NB: No calls requesting advice or information were received by telephone during the 
extended ‘telephone only’ hours 12.30pm – 13.30pm 
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CASE STUDIES 

 

 
 

893470   Utilities 
 
Our client is widowed pensioner, living alone.  Her utility costs are rising all the time and 
she is struggling to pay. She wanted to know if she could reduce her utility bills by 
switching supplier.  She is not able to use the internet to look at comparison sites. 
 
Our client brought in her annual usage figures and CAB was able to look on uSwitch 
with her. A much better deal was found. CAB rang her existing supplier and to ask if 
they could provide a better deal for the Client, but they said they could not match the 
cheapest alternative supplier. 
 
Our client was given the details of the alternative supplier, and other deals from 
uSwitch.  She would discuss the options with her son who would help her to make the 
switch if that what she decided to do. 
 
Our client has a relatively new central heating boiler. She thought she had cavity wall 
insulation but was not sure about the loft. We identified relevant information about free 
home insulation schemes.  
 

 
951086  Employment 
 
Our client is a nursery assistant.  She has a long term physical illness and disability but 
has worked for her current employer for 6 years at 25 hours per week.  The employer 
was aware of her health issues when she started. Recently she has had some time off 
due to her acute attacks of her illness and her manager, who is new, wants to review 
her health and attendance.  Our client thinks they may be intending to reduce her hours 
and wants to know what her rights are. She does not feel that the employer is making 
reasonable adjustments to help her avoid these attacks which are partly brought on by 
her working environment and conditions.   
 
Our client was given information and advice about discrimination in employment due to 
disability, including a template letter to ask for reasonable adjustments. She has a 
forthcoming hospital consultant appointment so we advised her to ask her employer to 
postpone the review until she had full supportive medical information. Our client was 
also signposted to ACAS for further advice. 
 
Additionally she was given information about how to apply for Personal Independence 
Payment as she evidently has a disability that may fit the criteria for the benefit. 
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977370   Debt 
 
Our client has alcohol dependence issues and is vulnerable.  He has previously 
received advice from CAB on housing and employment issues and is currently being 
pursued by a debt collector.  He believes it is for a DWP social fund debt and does not 
dispute the debt.    
 
Our client has telephoned the collector and made an ‘arrangement’, but he now realises 
he cannot afford the repayments. 
 
Our client asked that CAB contact the debt collector and negotiate on his behalf.  This 
was done and repayments were reduced by about half.  Furthermore, the debt collector 
advised that if client’s circumstances changed and he was unable to meet the 
repayments, he could phone and a new arrangement would be made. Client thought 
could do this himself without CAB intervention. 
 
Our client’s current situation was explored further. He has information about Otley 
services for alcoholics and is intending to go to a meeting this week.  He also feels well 
enough to re-start work next week.  

1544276  Benefits 
 
Our client came to CAB with partner who is pregnant.  He works about 16 hours per 
week, but partner has been unable to find suitable work in area. They live with his 
parents. They want advice on benefit entitlement. 
 
Gave client detailed information on Working Tax Credit and Child Tax Credit.  In 
particular, drew his attention to 30 hour requirement for WTC and suggested he try to 
increase his hours.  Additionally, we identified relevant information on Maternity Grant 
and how to apply for Child Benefit.  Our client does not pay rent or council tax so is not 
eligible for HB or CTS. 
 


