BRECKLAND COUNCIL
At a Meeting of the
OVERVIEW AND SCRUTINY COMMISSION
Held on Thursday, 13 October 2016 at 2.00 pm in the
Anglia Room, The Conference Suite, Elizabeth House, Walpole Loke, Dereham
PRESENT
Councillor E. Gould (Chairman)
Mr R. F. W. Brame
Mr T. J. Jermy
Mr A.P. Joel
Mrs S.M. Matthews
Mr T F C Monument
Also Present
Mr S.G. Bambridge
Councillor M. Chapman-Allen
Mr S H Chapman-Allen
Mr H. E. J. Clarke
In Attendance
Ross Bangs
Matthew Hogan
Robert Leigh
Helen McAleer
Maxine O'Mahony
Riana Rudland
Teresa Smith
Simon Taylor-Avery
Rob Walker

Mr D R R Oliver
Mr R. R. Richmond
Mr A.C. Stasiak (Vice-Chairman)
Mrs A M Webb
Mr J Newton (Substitute Member)
Mr P S Wilkinson (Substitute Member)

Mr P.D. Claussen
Mr F.J. Sharpe
Mrs L.S. Turner

-

Housing Manager
Strategic Housing Manager (Shared)
Executive Manager People & Information
Senior Democratic Services Officer
Executive Director of Strategy & Governance
Breckland Place Manager
Democratic Services Officer
Facilities Manager
Executive Director Place
Action By

68/16 MINUTES (AGENDA ITEM 1)
The Minutes of the meeting held on 1 September 2016 were confirmed
as a correct record and signed by the Chairman.
69/16 APOLOGIES AND SUBSTITUTES (AGENDA ITEM 2)
Apologies were received from Councillors Bishop and Crawford.
Councillors Wilkinson and Newton were present as their Substitutes.
70/16 URGENT BUSINESS (AGENDA ITEM 3)
None.
71/16 DECLARATION OF INTERESTS (AGENDA ITEM 4)
Councillors Brame, R Richmond and Stasiak declared that they were
Landlords and had rental properties in the District.
Councillor M Chapman-Allen declared that she had been in the employ
of the Citizens Advice Bureau some years ago.
1

Overview and Scrutiny Commission
13 October 2016
Action By

72/16 NON-MEMBERS WISHING TO ADDRESS THE MEETING (AGENDA
ITEM 5)
Councillors Bambridge, M Chapman-Allen, S Chapman-Allen, Clarke,
Claussen, Sharpe and Turner were in attendance.
73/16 PRESENTATION FROM HOUSING ASSOCIATIONS (AGENDA ITEM
6)
Housing Association representatives Stephanie Davis and Andrea
Rutterford had been invited to give presentations to the Commission.
Ms Davis, the Registered Housing Manager for Broadland Housing
Association advised that they were taking a pro-active approach to
minimise the length of time that a property was empty as families were
waiting to be housed and void properties produced no income. New
procedures had been introduced which included:
 Inspecting properties prior to the tenant leaving
 Providing an in-house repair and maintenance service
 Investing in technology which in future would allow for reporting
of problems and booking of appointments on-line.
 Intelligent scheduling to cut down on travelling times
 Convenient appointment times to suit the customer
 Anti-social behaviour policies and procedures had been
reviewed
 Pro-active estate management and a team of eight to support
tenants in their homes
 Empty properties had a seven day ‘turn around’ time and they
attempted to do all repairs in that time. However, the average
time was 11 days and that was the target for the current year.
There were challenges ahead. The two main concerns were there were
not enough properties and that the effects of welfare reform and the
introduction of Universal Credit were unknown. If the Association could
not collect rent it could not provide a service.
Andrea Rutterford, Flagship Homes Head of Housing explained their
approach.








They worked with new tenants to prepare the right home. The
viewing process had been extended and expectations were
made clear so that the customer was set up to succeed.
They also had an in-house repairs team and the service was
being extended to provide grounds maintenance, etc. Repairs
could be logged on-line and appointments were arranged to fit
around customer availability.
Assets were managed over a longer term and asset evaluation,
including factors such as crime rate and fuel poverty, was
carried out.
New technology was being used. They were looking at the use
of drones for roof inspections for example.
All Housing Officers had mobile tablets which enabled them to
be out and about and more accessible to customers.
New tenants were visited within six weeks of occupancy and
annual inspections were carried out.
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Welfare reform was the key area of focus. They were working in
partnership with the Department of Work & Pensions (DWP) and Local
Authorities to identify customers affected by benefit changes. Home
visits were carried out and support and advice was offered. Partnership
working was crucial. Flagship was part of the early intervention hub and
would be based in Thetford with other agencies.
Members with specific questions were asked to provide the details to
the Housing Association representatives so that they could investigate
the circumstances and provide a response.
Councillor Jermy raised the issue of void properties as people were
desperate for housing. He asked about the target times for getting
properties back into use.
Broadland had an 11 day average. They had just carried out a
restructure which should result in better performance, but they were
unlikely to improve on 11 days in the current year. In a small number of
cases where there was a health and safety issue, or where they could
not access the property before it was vacated, the turn-around time was
longer.
Flagship was very different. The average was about a month. They
were working to improve that and were not happy with the current
figures. Work to bring some long-term empty properties back into use
was affecting figures. They had a longer lead-in time, due to the
increased viewing process. The new procedure allowed tenancies to
begin on any day of the week; previously they could only start on a
Monday.
Councillor Brame was aware of elderly people willing to move into
smaller properties, but they had problems with the on-line bidding
process and the issue that incoming tenants were expected to clean
and decorate their new properties. That did not seem right for elderly
people who generally left their properties clean and in good order.
Councillor Wilkinson said that many people were worried about the
Government’s Finance Bill.
Ms Davis agreed that the Benefit Cap coming in November would
decrease people’s income. Some would have a huge deficit. Not all
details were known yet but it would affect a lot of tenants. It was a
difficult time for everyone dealing with very vulnerable people and for
the Housing Associations it was a very uncertain time.
Councillor Sharpe asked about modifications for people with health
problems.
The Housing Associations had very limited budgets for such
modifications but were willing to work with other agencies. If a tenant
received a grant they were usually permitted to have the works done.
Councillor Bambridge asked about the percentage of tenants that
needed support. That number was not known. Stonham Housing had
the contract to support people in social housing.
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Councillor R Richmond asked if there were minimum energy efficiency
standards and whether tenants had to pay for vermin control if needed.
Flagship only provided a vermin control service for the vulnerable. They
did provide an energy performance certificate with their properties but
Ms Rutterford did not have details of actual energy ratings.
Broadland only offered a pest control service for communal areas. If
any property was below C energy rating they would consider disposing
of it.
Councillor Brame was concerned that with Universal Credit tenants
would spend their benefits before paying their rent. He asked what the
Housing Associations were doing.
Ms Rutterford said the DWP were advising them as soon as a Universal
Credit claimant was identified and they then carried out a home visit to
discuss options and give help and support.
Ms Davis said that Broadland was reviewing their tenancy support
service to see if it needed to change. They had already had some
successful switch backs.
Councillor Oliver asked about rent arrears and evictions policies and
whether the Housing Associations had contingency plans to deal with a
drop in rent collection.
Ms Davis explained that they already had a bad-debt write-off policy
and their Board was working on the business plan. Rent arrears were
dealt with on a case by case basis and personal circumstances were
taken into account.
Councillor Newton asked if Flagship were able to deal with anti-social
behaviour (ASB) problems quickly.
Ms Rutterford said that they tried to. They had dedicated ASB Officers
who made visits and devised action plans for both victims and
perpetrators. They worked with other support agencies. If tenancy
conditions had been broken they were enforced.
Councillor Jermy noted that the Housing Associations always used to
have representatives on Residents Groups, but that was not the case
now.
Ms Davis said they had a commitment to engage with tenants in the
way that the tenants wanted. That could be digitally or through a
consumer or other panel. The Housing Association needed customer
feedback and Flagship had a Customer Insight team. Housing
Managers engaged with local Councillors to find out what was going on.
The Chairman thanked the Housing Association representatives for
attending. If Councillors had any further questions they should be
forwarded through her. She asked Members to encourage their
constituents to speak to the Housing Associations.
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74/16 HOUSING AND HOMELESSNESS STRATEGY (AGENDA ITEM 7)
Councillor Bambridge presented the report on behalf of Councillor C
Carter, Executive Member for Growth, in his absence. He said it was a
key policy document which set out the Council’s housing agenda for the
next four years.
The Strategic Housing Manager set the national policy context of the
document and the consultation process. He gave a presentation
(attached) which explained the huge changes in the housing agenda
and the significant shifts in Government Policy.
There were three priorities: to prevent homelessness; to improve health
outcomes through improved housing; and to provide strong support for
housing growth.
The next step would be a public consultation for 28 days, after which
the strategy would come back to Scrutiny in January/February 2017.
Councillor Jermy was disappointed that the relevant Cabinet member
was not present again. He welcomed the report which covered a lot of
issues and dealt with a lot of housing problems. It was easy to say that
the solution was more houses, but there were other things that could be
done. There were numerous empty properties in the District and a large
number of single occupant properties with spare rooms. He asked if the
Council would have its own version of Right to Buy and Help to Buy.
The report did not mention the housing mix. It was important to provide
the right sort of housing; there were no small, single storey homes
available for instance. He referred to page 40 and said more emphasis
needed to be put on the fact that rents were out of control as a
percentage of wages.
The Housing Manager agreed that empty properties needed to be
looked at. He was seeking a restructure of the housing service to bring
in specialised officers, including enforcement officers and they would
work to bring properties back into use.
The Strategic Housing Manager would incorporate information about tax
changes to empty homes in the report. There could be scope to
introduce a rent/wage ratio. He would seek to address that. Some
people were trapped in private rented accommodation and ways
needed to be found to help them. There was a new Rent to Buy
scheme which offered reduced rent for five years giving occupants the
opportunity to save and buy. The Council did not have its own Help to
Buy scheme.
The Chairman noted that not all areas needed smaller houses some
villages had too many.
The Strategic Housing Manager said that he would look at the definition
of starter homes to see if it gave scope for influence to meet local
needs.
Councillor Webb asked about the Gypsy and Traveller research and
was advised that the information would be included in the final
document. She thought that Members should be consulted on the full
document.
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Councillor Bambridge confirmed that he would ask the Executive
Member for Growth to ensure that Members and Town and Parish
Councils were consulted on the document.
Councillor Sharpe noted that the demographic analysis on page 39
gave different figures to the Local Plan and the new homes figures did
not equate either.
The Strategic Housing Manager said he would ensure the figures were
amended before the consultation commenced.
Councillor Clarke asked how the consultation would align with the Local
Plan consultation which finished at the end of October. He was advised
that the two documents were similar but different.
Councillor M Chapman-Allen was pleased to see that priority would be
given to armed forces personnel and hoped that would extend to those
suffering from combat stress. She asked about waiting times for
occupational therapy.
The Housing Manager said that the waiting list figures for the disabled
facilities grant would be amended as they were down to 85 following
changes to procedure. Currently there was a 150 day wait. He wanted
to remove the waiting list and have a scheduling system working with
County Council colleagues.
Councillor M Chapman-Allen asked if the change in legislation
regarding homelessness would take up all the housing stock, increase
the bed and breakfast costs and reduce the chance of housing other
people. She was advised that the Housing Team would work with
colleagues in the Housing Associations to prevent homelessness.
Councillor Oliver noted that there were a lot of objectives and focuses in
the strategy. He asked what the timelines were, especially with regard
to enforcement.
The proposals for enforcement, new ways of working and the housing
service redesign would be recommended to Council on 27 October
2016 with the aim of being implemented by the end of the calendar
year.
The Chairman thanked the Officers for their report and asked that the
Gypsy and Traveller information be sent out to all Members as soon as
it was available.
75/16 PRESENTATION FROM THE CITIZENS ADVICE BUREAU (AGENDA
ITEM 8)
Steve Cheshire, Chief Execuitve Norfolk Citizens Advice Bureau (CAB),
Melanie Jones, Diss & Thetford CAB and Marie Peck, Mid Norfolk CAB
had been invited to address the Commission.
They gave an abridged version of the attached presentation and
explained the numbers of people they helped and the range of issues
and problems that they were faced with. They worked with other
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agencies to provide a joined-up service and to give the best help to
clients that they could. They could offer a range of advice covering
such issues as debt, homelessness, fuel poverty and health issues.
The quality of the advice they gave was assessed monthly.
The CAB service was staffed mainly by volunteers who were all trained
and insured. It took over eight months to fully train a volunteer and ongoing costs were over £3,000 per volunteer.
Previously clients could only access advice by visiting the CAB. Now
there were on-line facilities available including web-chat. However, face
to face consultations could still be arranged.
It was noted that more and more people were presenting with complex
issues needing a lot of help with more than one problem. Clients were
predominantly families on low income affected by benefits changes.
Councillor R Richmond thought that CAB offered an incredible service
and applauded their work. He was aware that they were willing to visit
Parish Councils to give a presentation if requested.
Councillor Jermy had attended such a presentation at Thetford Town
Council and had been impressed by the quantity and variety of their
work. He hoped that CAB was aware that the Council was also working
hard to address the same issues. He asked if CAB kept a record of why
people needed advice. The food bank in Thetford supplied the local
Councillors with information about the numbers of people accessing
their service and he thought it would be useful if CAB did the same.
CAB provided an annual report to the Council as part of their grant
conditions.
The Chairman asked where CAB got its funding and she was advised
that they obtained funding from a variety of sources including the
District and County Councils. There were also initiatives such as the
Help Through Crisis project which gave lottery funding. Most of the
grants were ring-fenced.
Councillor M Chapman-Allen had worked as a volunteer for CAB for six
years and thoroughly recommended it as very rewarding work. She
asked what the major challenges were in the future and was advised
that apart from money shortages it was the constant welfare changes
which were hard to keep abreast of.
The Chairman thanked the representatives for coming and asked
Members to send any questions to her to pass on.
76/16 ACTION PLAN FOLLOWING RECENT FLOODING OF ELIZABETH
HOUSE (AGENDA ITEM 10)
The Executive Member for Place introduced the item. Members had
received a briefing at the previous meeting from the Facilities Manager.
An update was tabled which showed the actions that had been taken,
those that were required and others which might be needed in the
future.
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The Breckland Place Manager recapped the incidents that had occurred
on the night of 23 June 2016 when the Council offices had suffered
extensive flooding. Despite that there had been no interruption to
service the next day. The problems had been exacerbated by storage
tanks being blocked by silt and debris and failure of the pump. The
tanks had been cleared, the pump had been serviced and an additional
pump had been purchased as a back-up which was not reliant on
electricity. A flood barrier had been fitted to the outside door to prevent
water ingress.
Councillor R Richmond asked about the tank cleaning and the
Breckland Place Manager advised that they would be regularly
maintened in future.
The Chairman thanked the Executive Member for her update.
77/16 TASK AND FINISH GROUPS (AGENDA ITEM 11)
Councillor Stasiak (Chairman of the Performance T&FG) told Members
that they had had the second of three meetings. The Portfolio was well
balanced. They had looked at cost, base rent levels, occupancy levels
and had discussed investing outside the District. They would be
recommending that the Commission should look at the Corporate Asset
Strategy in future.
Councillor Wilkinson (Chairman of the Transformation T&FG) had
received a full report on the DWP co-location within the building.
Residents were happy and no complaints had been received from them,
the DWP or Council staff. They would be looking at office space for
future opportunities.
The Chairman asked if it was easier for the Council and DWP staff to
work together and the Executive Director Place advised that there had
been a meeting the day before attended by the Chief Executive and the
Regional Director of DWP looking at how to increase service
integration.
Councillor R Richmond said that he had received positive feedback
from residents. He asked if there was further floor space available.
The Executive Director Place said the current building was close to
capacity. The Transformation Programme was looking at how space
was used and there was a long-term piece of work to look at the
strategic site as there might be a business case for future expansion.
78/16 EXCLUSION OF PRESS AND PUBLIC
RESOLVED that under Section 100(A) of the Local Government
Act 1972 the press and public be excluded from the meeting for
the following item of business on the grounds that it involves the
disclosure of exempt information as defined in paragraph 3 of
Part 1 of Schedule 12A to the Act.
79/16 ICT STRATEGY (AGENDA ITEM 9)
The Executive Member for People & Information presented the ICT
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Strategy Review which would go to Cabinet and Council. It looked at
how the ICT service worked and at the infrastructure.
The current service was provided by Norfolk County Council. Needs
had changed and with the digitalisation agenda it was an opportunity to
improve the service and make it more fit for purpose. Seven options
had been identified.
The Executive Manager Information gave more details in a presentation
to Members and outlined the benefits of making improvements.
Members felt that they needed more in-depth information before they
could make any recommendation. A full report was requested for the
next meeting.
80/16 OUTSIDE BODY FEEDBACK (AGENDA ITEM 12)
Councillor Wilkinson had sent a full report on Norfolk Health Overview &
Scrutiny Committee by e-mail to Members.
It was noted that the South Norfolk Community Care Trust were not
responsible for recruiting doctors and that Health Education England
would be the correct organisation to invite to Scrutiny to discuss that
issue.
The Chairman pointed out that Anglian Water had not answered one of
the questions raised at the previous meeting and a full response was
being sought.
Councillor Wilkinson mentioned that the YAP which had previously
received grant funding of £11,500 were hoping to continue under the
new Early Help umbrella.
81/16 SCRUTINY CALL-INS (AGENDA ITEM 13)
None.
82/16 COUNCILLOR CALL FOR ACTION (AGENDA ITEM 14)
None.
83/16 WORK PROGRAMME (AGENDA ITEM 15)
The full report on the ICT Strategy would be added to the November
meeting. Highways England would not be invited to that meeting to
discuss the A47 as that would be an item for the Town & Parish Council
Forum.
84/16 NEXT MEETING (AGENDA ITEM 16)
The arrangements for the next meeting on 24 November 2016 were
noted.
The meeting closed at 5.17 pm
CHAIRMAN
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Flagship Homes Approach to

2

 Empty Properties
 Repair Services
 Tenancy Management Services

Empty Properties

3

 ‘Prepare the right home for me’
 Property standard and customer journey
 Expectations and Responsibilities – setting the
customer up to succeed
 Right product
 Customer at the heart – community cohesion and
sustainability
 Customer satisfaction – 9.8 viewing, 9.9 sign-up,
8.2 property condition

Repairs and Stock Investment

4







In-House repairs team
Customer availability
Log a repair on-line
Extension of in-house service provision
Customer satisfaction - 9.6

Managing assets over the longer term
 Asset Performance Evaluation
 Economic and social factors
 Technology
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Tenancy management and support

6








Mobile technology
Demand Tracker
Customer visits
Automated call forwarding
The Platform
Customer Offer

Welfare Reform and Universal Credit






Information and support – communication is key
Home visits
Affordability and Benefit calculators
Affordability study – 21 October 2016
Partnership working

7
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Service Delivery Presentation
13 October 2016

Approach to void properties
• Void Inspection prior to tenant leaving
• Aim for a 7 day turnaround to minimise void time
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• Major repairs carried out after tenant moves in where
possible
• Reduce void costs
• Good letting standard

Repairs and Maintenance
• Broadland Repairs Service
• Recent Restructure
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• Investing in technology
• Intelligent Scheduling
• Convenient appointment times

Tenancy Management
• Reduce Evictions
• Review of Anti Social Behaviour Policy & Procedures
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• Tenant Damage
• Hoarding Policy
• Pro- active Estate Management

Tenancy Support Service
• Internal Support Service
• Average 21 referrals per month
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• Referral Criteria
• Case Studies

Challenges Ahead………….
• Benefits Cap
• Universal Credit
14

• Under 35’s Shared Room Rate
• Limiting HB to Local Housing Allowance Rates
• Rent Decrease

Questions
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DO YOU HAVE:
Any questions?
Queries?
Comments?
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Draft Breckland Housing and
Homelessness Strategy 2016-20
Matthew Hogan, Shared Strategic Housing Manager
Ross Bangs, Housing Manager

A shifting national housing policy context
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• Government ambitions to significantly boost housing supply
• A policy focus on increasing access to home ownership
• A policy ambition to better integrate health, social care and housing
services
• An ambition to improve the professionalism of the private rented
sector
• A focus on continuous reform to the welfare benefits system, in order
to incentive employment and reduce expenditure
• A growing call for local authorities to support a broader range of
homeless households

The draft strategy – How has it been
developed?

18

• Developed over a number of months
• Policy review has been completed
• Local evidence review has been completed
• Workshops with key external partners
• Discussions with industry bodies (e.g. Federation of Master Builders,
National Landlords Association)
• Officers have sought to create an accessible and easy to understand
document

What does the draft strategy say?
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• Structured around three sections
• Section 1 - Introduction sets out the national and local policy picture
and the strategic content
• Section 2 - Housing context in Breckland – an analysis of the housing
picture in Breckland, based on available evidence and observable
trends
• Section 3 - Defines the priorities, identifies key activities and sets out
a suite of actions that we will focus on delivering in order to deliver
the strategy

Priority One: Preventing Homelessness
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• Focus on the need to build stronger partnerships between agencies
• Debt and budgeting advice as a cornerstone of our strategic approach
to homelessness
• A focus on making supporting access to employment and skills
training a key strand of our approach to preventing homelessness
• A focus on supporting those with complex and multiple needs from
experiencing repeat homelessness
• Preparing household and partners for Universal Credit
• Making focusing on domestic abuse a key area of focus

Priority Two: Improving health outcomes by
improving housing
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• A proposal to explore developing a holistic ‘handy persons service’ to
support vulnerable people to remain independent in their own home
• Details of our planned strategy to address fuel poverty through a
targeted approach, in conjunction with health partners
• Details of our commitment to meeting the housing needs of those
with dementia
• Details of a how the council proposes to engage with private
landlords and seek to support the growth of a good quality PRS,
whilst address poor quality and unfit accommodation and landlords

Priority Three: Supporting Housing Growth
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• A strong case in favour of the housing growth
• Sets the scene for the council directly investing in new housing
• Support for the government’s ambitions to increase home ownership
• A commitment to supporting the supply of low cost rented housing,
given its local importance in meeting need
• Support for Custom and Self Build Housing
• Our approach to planning for and meeting the needs of older people
• A commitment to support small and medium house builders in
making a contribution to the supply of new housing

Next steps…
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• Public consultation for 28 days
• A consultation process, designed to engage partners in buying into a
single vision for the housing and homelessness agenda over the next
four years
• Plans to consult with key partners, in addition to the general public
• A post-consultation document will be presented to Overview and
Scrutiny in January/February 2017

Any questions?
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Mid Norfolk Citizens Advice
Diss & Thetford Citizens Advice
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ADVICE – why does it matter?
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Advice and information services are a way in which local government
working with voluntary sector providers can take practical action to help
tackle the social inequalities in society that lead to the health inequalities we
all experience. Advice and information services can lead to improvements in
housing conditions, or employment and working conditions as individuals are
able to enforce their statutory rights. Advice services, including financial and
debt relief services, housing advice and benefits advice are cost-effective
ways to increase incomes in low-income households which can lead to
increased standards of living. Of course, given the effect of the economic
downturn and the changes to the welfare system there is also a key role for
advice agencies to ensure that affected households are fully informed about
the changes, so people know how they will be affected, and are helped to
understand their best options.

Professor Sir Michael Marmot 2016

Communities Served
Dereham and Watton
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Thetford
Attleborough

Who do we reach in our area?

28

Last year a total of 4570 people
living in Breckland received help
from the service.
Advice Issue codes – 16,294
advice issues coded

Advice Quality
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Advice Quality assessed monthly through
central Citizens Advice to ensure
consistency and high quality advice. This is
a requirement of our membership
Agreement with CitA. We are one of the
only advice agencies in Norfolk that hold the
Advice Quality Standard benchmark.

Health impact of advice: In 2014 Citizens Advice
conducted research following up with 2,700
clients 3-5 months after they had received
advice.
Before advice

3-5 months after advice
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66% felt stressed,
depressed or
anxious

81% felt less stressed,
depressed or anxious

30% felt their
physical health
getting worse

45% felt their physical
health had improved

POVERTY AND HEALTH
Child poverty and household debt are linked to many
of the social determinants of health identified by the
Marmot Review.
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In 2015/16 the service advised a total of 808 clients who
were resident in the Breckland area about debt and 1419
clients about benefits and tax credits
A total of 2006 residents were advised about benefits, or
debt, or both, to help them maximise their incomes and
manage any debts
From our client records, 36% of clients advised on debt or
benefit had dependent children – so we estimate 722 of
these clients had dependent children

Deprivation
In the 20% most deprived areas:
Men can expect to live for 73 years and to spend 26% of their
lives with a disability
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Women can expect to live for 79 years and to spend 28% of
their lives a disability
In the 20% least deprived areas:
Men can expect to live for 81 years and to spend 15% of their
lives with a disability
Women can expect to live for 85 years and spend 18% of
their lives with a disability

In 2014 Citizens Advice conducted research
following up with 2,700 clients 3-5 months after
they had received advice.
Before advice
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66%
stressed,
depressed
anxious

felt
or

30% felt their
physical health
getting worse

3-5 months after advice

81% felt less
stressed,
depressed
or
anxious

45% felt their
physical health
had improved

Breckland deprivation indices
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4 out of 5 Citizens Advice clients fall below the Minimum
Income Standard
Citizens Advice clients in relation to the Minimum Income Standard

DISABILITY
27% per cent of our clients living in Breckland
were disabled or had a long-term health problem,
where disability/health status was recorded.
Using the disability types recorded, we estimate:
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38% had a long-term health condition
20% had mental health problems
35% had physical or sensory impairment
4% had learning difficulty or cognitive impairment
4% had multiple impairments

HOUSING
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123 clients living in Breckland were
advised about threatened or actual
homelessness
Amongst clients with housing
problems, those with mental health
problems have a higher incidence
of homelessness than other clients

According to Department of Energy and Climate Change
(DECC) statistics, there were 2.3 million households in
fuel poverty in 2012.
In 2015/16 the service advised a total of 2006 clients living
in Breckland about money-related matters concerning debt
and/or benefits to help maximise their income
38

41% of these clients advised on debt or benefits were aged
60 or over and/or disabled.
118 clients were advised on energy-related consumer
problems, fuel debt, or both
Department of Energy & Climate Change (2014), Annual
Fuel Poverty Statistics Report 2014

Money Advice
39

Advice provided in conjunction with the Money Advice Service
– specialist case workers are highly trained money advisers
and our money advice is regulated by the FCA.
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Data kept on numbers of calls received,
percentage of calls answered, length of
time writing up. We work as a consortium to
ensure calls are answered by trained
advisers and where they need face-to-face
help from their local office, we can refer
through the Adviceline software. This
ensures we are increasingly accessible to
the public and is mirrored by an increase in
e-mail enquiries.

Help Through Crisis
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Lottery funded five year project, a partnership between
MNCA and DATCA. Two crisis champions have been
appointed, one at each location, to identify clients in
crisis. We will help them look at the factors that lead to
crisis, whether that is loss of job or income, lack of food,
homelessness or the threat of loss of liberty. Champions
will work with clients on a sustained basis over a period
of six months to help them to recognise crisis when it
presents and develop strategies to avert it. This leads to
clients being empowered to resolve their own problems
and develop their skills.

Big C Norfolk Cancer Charity
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Currently operating in three hospitals in Norfolk
– NNH Norwich, JPH Gorleston and and QEH
Kings Lynn. Provides advice and information
for cancer sufferers and their families/
significant others.
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•
Pension Wise
1053 clients dealt with by
Pension Wise in the first year of
service. Clients receive free,
impartial information about their
pension options. Service
regulated by HMT and FCA
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Case Study 1
Client rang Adviceline, the initial Gateway enquiry was then
referred within Breckland to the appropriate Bureau. The client
was in a secure mental health facility. He had applied to be
discharged, but this had been denied. He wanted to appeal to a
Mental Health Tribunal and needed a solicitor to represent him
and to assist in completing the relevant form, which was due to be
submitted that day. He had phoned the Law Society, who
identified three potential solicitors for this type of work. The
Adviser called one of the firms to confirm that they were able to
represent him and was referred to a specialist solicitor in this area,
who is able to take on legal aid work. Adviser gave this
information to client, who would contact the solicitor suggested.
The solicitor agreed that the client could contact them directly.
Adviser ascertained that the client would get help with transport to
London from his facility. The client was assured he can call the
Bureau again if he needs any further assistance.

Case study 2
Patient terminally ill with cancer, seen on hospital ward with her partner. On the same
day, she was advised that they would be entitled to:
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Personal Independence Payment under special rules for terminally ill people. The
Adviser telephoned the DWP, who processed the claim, which should be paid within 2
to 3 weeks.
Partner advised to claim Carers Allowance immediately. The correct contact details
were supplied for him to make the claim.
They were advised to inform their local council of their change in circumstances for
adjustment to Council Tax liability.
Application made to Norfolk County Council for a Blue Badge under special rules for
terminally ill people.
Help with transport costs to and from hospital for treatment, as they are receiving
Income Support at present – forms completed.
Macmillan Cancer Care grant application made for a recliner chair. Client informed a
week later that grant had been allowed - £300.
Details sent next day of help with Prepayment Meters (Energy Best Deal) and
information on the energy supplier’s Priority Services Register, also information re
Watersure scheme for vulnerable clients. This will ensure clients should not be offsupply in an emergency situation.

Research and Campaigns – just a
few of our R&C campaigns this
year…
Scams Awareness month
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Local job advert survey re accuracy of detail
Survey of waiting times for HMRC helplines
Welfare reform research into Universal
Credit, together with Jobcentres, including
financial capability training

