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1. Introduction from our chair of trustees    Page 2 

-Tina Harris 
 
I’m pleased to report on a number of significant achievements during 
2013-2014, which has been a good year despite the challenging economic 
climate and cuts to public expenditure: 
 

 Income has been sustained and a surplus generated 

 New services have been launched 

 26,000 people have been helped 
 

Obtaining income from a variety of sources to support our work is more important than ever. 
Both Merton and Lambeth Councils continue to support us by providing us with core funding 
representing 35% of our income. We in turn work closely with both Councils to contribute to 
their strategic objectives. 
 

We have continued to build on existing relationships and forge 
new ones and as a result work under contract with, receive 
grant income from or work alongside a variety of organisations 
including: Citizens Advice, London & Quadrant, Merton Priory 
Homes, Thames Water, the Walcott Foundation, BIG Lottery, 
Lambeth Children’s Services, the Wimbledon Guild and South 
West London Law Centres.  
 
Like many other advice agencies we and our customers have been affected by the loss of 
Legal Services Commission contracts. We have not been able to replace the much needed 
casework service that they provided but have established new ways of working and different 
channels that have enabled us to extend our reach, including: 
 

 Opportunities for NEETs 

 A 24/7 telephone service 

 E-mail, web chat and possibly web cam services 

 Information hubs and areas 

 Outreach 
 

The highlight of the year for me has 
been the dramatic increase in the 
number of people helped. Last year 
we were helping 800 people a 
month, this year the figure is over 
2,000, which is a real tribute to the 
commitment and expertise of the 
staff and volunteers. As in previous 
years debt and benefits advice 
remain most in demand. 
 
2014-15 is looking very positive and 
we go into the year with a budgeted 
income of a little over £1.2 million, a 
contract to deliver national services 
on behalf of Citizens Advice and as 
the lead agency in the pilot One 
Lambeth Advice service. 

I would to take this opportunity to thank John Gillies for his stewardship of the organisation. 
His passion for the aims of the Citizens Advice Bureaux service and his dedication to 
customers, staff and volunteers is self-evident. My thanks also go to all our staff, volunteers 
and supporters for their tremendous efforts in the success of MLCAB. 
 

Tina 

Citizens Advice says: 

 “MLCAB is now 
amongst the top 10% 
of CABx in the 
country”. 

Tina’s profile 

 
Tina joined the trustee board in 2011 and was elected 
Chair in 2012. She has lived in Merton for 18 years and 
is a solicitor specialising in dispute resolution. 
 
She is a professional mentor for the Amos Bursary that 
provides professional and personal development, 
mentoring and finances to British African and Caribbean 
heritage male sixth-formers who want to attend the top 
universities. 
 
Tina is a member of Women on Boards and a Fellow of 
the Royal Society of Arts. She is committed to two 
aspects of their focus: Public Service - innovation in 

governance, service design and organisational change 
and Learning - raising educational attainment.  

 



 

 

 

2. Life on the front line       Page 3 

-now and then 
 
The Lambeth Children’s Centres project 
 

The Lambeth Children’s Centres project has been running for a little over two years now. Our 
advisers work in each of the Children’s Centres, providing help, advice and some casework. 
One of the advisers, Alex Weir, talks about her work on the project. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The war and post war years (extracts from old case records) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

“Every day brings a different challenge as an adviser working on the Children’s 
Centre Project. Each centre is tucked away, hidden amongst an enormous housing 
estate in different catchment areas.  
 
They are wonderful hubs of activity, swarming with little children and their parents, 
queuing for the popular stay & play groups that are provided on site, usually free of 
charge. I am always treated as a member of the staff and always accommodated 
with a private room and access to all of the facilities.   
 
The centres provide a safe haven for families that usually have a multitude of 
issues that they need support to deal with. Having a close relationship with the 
centre staff is also paramount, enabling us to be able to offer a holistic network of 
support.  
 
We provide advice on three enquiry areas, benefits, debt and housing and currently 
the most common type of enquiry that I come across is the difficulty families are 
facing in accessing social housing.  
 
We spend a lot of time helping families to register and bid, challenge incorrect 
banding and bedroom allocations; apply for housing & council tax benefits and help 
families challenge decisions on their homeless applications. It is a very rewarding 
project and because it is heavily supported by the children centre staff, very 
successful”.          
 

14th August 1940 
Mrs S. Claim to OAP on Widows 
Supp. Pension. Husband had a 
stroke. Elder daughter bad nerves. 
Letter to M of H. 
 
26th August 1940 
Letter from Mrs S saying she had 
received pension. 
 
19th July 1950 
E came in (Mrs S’s daughter) 
badly wants a coat, seems to live 
in borrowed clothes. Suggested 
she should ask N.A.B. 
 
26th September 1950 
Took E a coat-very grateful, 
Couldn’t quite make out what she 
suffers from. Sometimes heart, 
sometime asthma. 
 

1st November 1939 
Mrs T. Husband broke leg on duty 
(AFS), needs help removing 
furniture from damaged house. 
Telephoned VAB for civilian injuries 
form. 
 
4th December 1939 
Mrs T called. Allowance not 
received. Telephoned R at VAB. 
Finally arranged for R to assist 
pending consideration of injuries 
claim by Ministry of Pensions. 
 
11th December 1940 
Mrs T in. Their house has been 
condemned. Miss D has found 
them a billet and will later find them 
a house. Will the Council remove 
their furniture and find a place to 
store it. Referred to Bold’ Surveyor. 
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Like all of our offices, Streatham Hill is open five days a week from 10.00 to 16.00 providing 
information, determining the next step that needs to be taken and giving direct advice. Chris 
Pountain, one of our volunteer advisers, reflects on a morning in the office. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Merton debt project 
 
Funded by the London Borough of Merton, our debt project provides specialist advice to 
customers with complex debt problems. Elizabeth Walker talks about her work. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Customer satisfaction 
 
Every quarter we look very closely at 
the way we work and ask our 
customers what they think. Generally 
they like what we do but would like us 
to be open longer hours. 
 
 

“Arrive 9.45. A customer has had her disability allowance stopped. We had asked 
the DWP for “mandatory reconsideration” as her mobility is very limited. They have 
replied, agreeing that the allowance should continue. 
 
A customer’s been without housing benefit for six months.  She has asked the 
council to review but has not heard. The rules indicate she should be getting the 
benefit. I phone up the council.  They say a letter is already in the post agreeing she 
is entitled to fully back-dated housing benefit. An enormous weight off her mind, 
customer hugs everybody in the room, bursts into tears and then leaves the room, to 
return with a very kind gift of flowers.  
 
The next appointment, with a couple, is also about housing benefit.  The council has 
stopped it, leading to rent arrears as the couple are on very low income.  They wish 
to ask for a review of the decision. The history is complicated, particularly as the 
employment position has been variable, and I set it out in detail, hopefully to allow 
the council to review, and restart the benefit.  
 
Stop to write up the notes before the afternoon appointment arrives”. 
 

“I advise Merton residents with serious debt. The work varies: e.g. multiple credit 
debts; mortgage arrears; rent and council tax arrears caused by benefit problems; 
debts arising from unemployment or disability.      
 
I see customers only by appointment. Follow-up appointments may be necessary, e.g. 
for court proceedings.  
 
I advise customers on budgeting, and help them to negotiate affordable payments to 
their creditors. I can help insolvent customers with bankruptcy, or a debt relief order.   
 
Currently, I am helping a customer obtain a debt relief order because her benefits 
reduced after her daughter left school, so she can no longer afford her debt 
management plan. She fell into debt because she had to reduce her working hours 
when she was diagnosed with bipolar disorder.     
 
Serious debt problems rarely have a short-term solution, but debt advice can make a 
big difference to customers’ lives.” 
 
 

Mr F says: “Your letter of 
support has given me 
significant happiness. I 
received a refund”. 



 

 
 

  

The 1960’s (more extracts from old case records)    Page 5 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Merton Priory Homes (MPH) 
 
We work with MPH to provide advice to their tenants with rent arrears. The project has been 
running since 2011 and has proved to be very successful. Homa Arbab-Shaston looks back 
on what she does and some of her achievements over the last year. 
 

 

“I hold a weekly debt advice session on Mondays and Wednesdays at the Mitcham 
office and on Tuesdays at the MPH office in Morden. The people I have helped this 
year include: 
 
Customer one was disabled and vulnerable. Most of her benefit was going to a loan 
shark. I applied for a Debt Relief Order and most of her debts were written off. 
 
Customer two was 65 years old and disabled. I maximised her income and helped 
her to successfully claim Attendance Allowance. She can now meet her weekly rent 
shortfall. 
 
Customer three was a single parent and a carer whose benefits had been capped. I 
helped her successfully appeal against the decision. 
 
Customer four was disabled, had problems with English and was facing eviction. I 
helped her make a successful court application to have the warrant suspended”. 

7th September 1961 
E (daughter of Mrs S) came in quite 
unintelligible-says she has noises in her 
ears and is being murdered by spirits. 
Says Dr H told her to dial 999. Complains 
about Mrs P and says she should be “put 
away”. 
 
20th November 1961 
G (daughter of Mrs S) in. Fireplace in 
front room gone, flames came into room 
and sister is ill. Rang sanitary inspector-
no record of a G form. 
 
23rd November 1961 
Sent G form to landlord. Kept copy on 
file. 
 
1st July 1962 
E in. Usual complaint but stove has been 
dealt with 
 
10th June 1968 
G was in. Says E is in West Park and Dr 
says she will not come home again. Was 
in a tizzy. Ward Sister has asked for 
Supp pen book. Says the house is due 
for demolition. Is on Council list. Rang 
Mental Welfare. Mrs Y. She will ring back. 
 

31st January 1961 
Mrs M fell downstairs on a 152 
bus. Taken to Wilson Hospital by 
police. Can she claim? Drafted 
letter to LPTB. 
 
9th February 1961 
Mrs M in. The LPTB sent 
someone to see her and they 
are prepared to offer her £20 but 
not admitting liability. Advised 
her to accept it and drafted letter 
saying “yes”. 
 
31st October 1961 
Mrs M in, Could L be taken to 
the Clan by car on Thursday. 
 
2nd November 1961 
Took L to Clan. 
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   Yaw     Maida    Mark 

 
   Aisha    Margaret   Milly 
 
Thames Water and London & Quadrant 
 

The Thames Water and London & Quadrant (L & Q) projects provide debt advice to Thames 
Water customers and to L & Q tenants. Wendy Koodoruth gives us an insight into her day. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

First duty of the day, check my appointments and prepare for them. Check my emails 
see what needs doing, dealing with enquires, answers to letters.  My calendar 
reminds me of what I should be doing and chasing up. 
 
Customer arrives with no paperwork. I go through the interview process.  This is not 
straightforward. I check to see if there are any emergencies and deal with them 
accordingly.  I do a financial statement and assess their financial situation.   
 
There is a possession claim for their home so I help complete the Defence Form. I  
maximise their income, back date a housing benefit claim, put in a claim for DHP and 
see if there are any grants available. 
 
Throughout the day customers often drop in paperwork and telephone me. I enjoy my 
work and seeing the difference that it makes. 
 



 

 
 

  

The 1970’s (some final extracts from old case records)    Page 7 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The cases show the lives of three families who used our services between 1939 and 1982. It 
was not uncommon for people to keep a life-long inter generational connection with the CAB. 
The most recent file note we have for Mrs S simply says: “Mrs S telephoned about getting an 
Xmas parcel or a telephone (I’m not sure which). Wished us a happy Christmas....! 
 
GPs Outreach project 
 
The GPs outreach project is funded by the BIG Lottery under its Advice Services Transition 
Fund. Stuart Butler tells us a bit more about the initiative. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Customer service 
 
We are committed to providing 
exceptional customer service 
whether on the phone, 
electronically or face to face. We 
can’t always tell the customer 
what they want to hear but we 
can make sure that we treat them 
with the respect they deserve. 
 
 
 

24th October 1973 
L (daughter of Mrs M in. Rent has 
gone up 20p and she thinks her 
income has not. She produced two 
books for her Soc Sec but nothing to 
confirm other money. Can we help 
her get some coal? Social Services 
won’t. 
 
25th October 1973 
Phoned Charringtons credit 
department, asked them to send £5 
worth of smokeless fuel to L. Said 
they would. 

26th February 1976 
Mr & Mrs S in very indignant as two rent 
collectors had been most objectionable 
to them saying they had received 
numerous complaints about them being 
dirty and violent 

“Springfield Law Centre and Wimbledon YMCA are our partners. Each organisation 
has an adviser working two days per week at different locations in Merton.  
 
I provide a service at Lambton Road Medical Practice in Raynes Park and Cricket 
Green Medical Practice in Mitcham, so one in the west and one in the east of the 
borough, with the former being for their own registered patients only, the latter for 
patients registered with any GP practice in Merton. 
 
Both practices have taken responsibility for the booking of appointments and regular 
referrals are being made by GPs and practice nurses. All appointments tend to be 
booked up two weeks in advance and there is a healthy number of customers coming 
to the project who have not used a CAB before.  
 
Most customers tend to come with multiple issues, which has meant varied, 
interesting and challenging work and has given opportunities for referral, follow-up 
and the occasional piece of casework”. 
 
 

Mr B says: “I would like to thank 
all concerned for such a friendly 
welcoming reception and truthful 
advice from a cheerful and 
uplifting legal team. 
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OLA is a new initiative that in part sees Advice Guides out in 
the community helping people to find the information they 
need. Rosalyn Springer reflects on her role as the Advice 
Guide team leader. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The FACE project 
 
The Financial Awareness Confidence Education 
(FACE) project is funded by the BIG Lottery and led 
by Metropolitan Housing. It provides advice and 
capability building to RSL tenants in Lambeth. Denise 
Barnett talks about her experience of leading the 
initiative. 
 

 

“As the team leader my role is to lead Advice Guides based in Lambeth, this includes 
volunteers in GP surgeries, at our Streatham Hill office and other community based 
locations.  
 
I work alongside colleagues to recruit volunteers to the team, as well as designing and 
delivering our eight week long training programme to prepare them for the role, and 
providing ongoing support and supervision.  
 
I work closely with the host organisations and other colleagues across the CAB to 
ensure that the project runs smoothly on the ground, and to troubleshoot any issues 
that may arise, ultimately aiming to ensure that the Advice Guides are well supported, 
developing good relationships where they are based and are proficient in the role.  
 
Sometimes when numbers are down I get to work as an Advice Guide, which really 
helps me focus on how to best support the team. Details of the Advice Guide locations 
can be found at www.onelambethadvice.org.uk” 
 
 

“The project has been running for 18 months or so, originally aimed solely at young 
people it now provides advice to all Council and Housing Association tenants giving 
them the advice, skills and confidence that they need to retain and enjoy their 
tenancies. There are three of us on the team: Monica, Olu and myself. 
 
During the course of the project we have seen a steady growth in the number of 
people who have been affected by welfare reform, particularly the under occupancy 
or bedroom tax and debts spiralling out of control with the addition of charges, 
penalties and fines.  
 
We provide advice, support and where applicable casework to help customers to 
manage their debts and maximise their income through benefit take up. As part of this 
work we seek to empower and to increase financial literacy. 
 
We are just one part of a much bigger project and work with partners to help 
customers access employment services, support and money mentors. We aim to help 
some 450 customers a year and take referrals from housing providers, Job Centres, 
other agencies and through our own services. 
 
Sometimes we need to step in and take action on behalf of our customers by 
challenging benefits decisions, preparing a defence and where necessary 
representing in Court”. 

http://www.onelambethadvice.org.uk/


 

 
 

  

In the community         Page 9 

 
This year we have done more in the community than ever before and have provided 
information and/or advice at: 
 
-Wimbledon Guild      -St Marks 
-South Mitcham Community Association   -Pollards Hill 
-Vestry Hall       -Olive Morris House 
-Lambton Road Medical Centre    -Cricket Green Medical Centre 
-Food Banks       -Merton Libraries 
 

3. Campaigning for change 
-Shas Sheehan lead trustee 
 
It is part of being a CAB that we seek to exert a responsible influence on 
the policies and practices that affect people’s lives. We do this locally and 
nationally by submitting evidence to Citizens Advice. 
 

During the last year we have submitted over 1,000 pieces of evidence and 
helped shape government thinking on Pay Day lenders and loan sharks. 
Locally we have worked closely with Lambeth and Merton Councils to take 
this work forward in both Boroughs. 

 
MLCAB’s campaigning for change team 
(Matt, Natalie, Rosalie, Elizabeth, 
Teresa, Gillian and I) work closely 
together to ensure that all staff and 
volunteers are closely involved in this 
area of our work and that my trustee 
board colleagues keep it high on their 
agenda. 
 

2014-15 brings many challenges to our 
work as welfare reform continues to bite, 
medical assessments become common 
place and Universal Credit comes one 
step closer and we move forward with 
our aim of being recognised as a 
change maker in both Boroughs. 
 

 

4. Volunteering 
-Terry McGregor Vice Chair and lead trustee 

 
This year we have been able to significantly increase the number of people 
helped from 9,000 to 26,000 and now offer our face to face, phone and on-
line services five days a week.  
 

One of the main reasons we have been 
able to do this has been a very successful 
programme of volunteer recruitment, which 
continues as new projects come on 
stream.  At the year-end our complement 
of volunteers stood at 120 up 300% on the 
previous year. 
 

The quality of training and the volunteer 
experience more generally have resulted 
in a high level of retention, which in turn 
has contributed to a marked improvement 
in the quality of advice that we now provide 
to our customers.  

Shas’s profile 
 

Shas grew up in South London and has worked in 
Merton since 2007 in a voluntary capacity. She is 
Chair of a local cancer support group and a founding 
member of the 20’s Plenty for Merton road safety 
campaign group. 
 
Having previously worked in an MP’s constituency 
office Shas saw first-hand the difference good advice 
can make to the lives of people who are ill-equipped 
to deal with bureaucracy but can avoid misery and 
hardship with the right advice and support.  
 
Shas has been a trustee since 2012 and is proud to 
help and support MLCAB in whatever way she can. 
 

Terry’s profile 
 

Since Terry retired from a career in marketing in the 
magazine publishing industry he’s held a number of 
trustee positions in organisations in the advice 
sector. He has been on the trustee board of 
Southwark CAB for five years and is the Treasurer 
there.  
 
Terry has been  a trustee since 2012 and lives in 
New Cross with his wife and one of their daughters. 
When Terry’s not involved with CAB business, he 
studies maths and physics with the OU, though at a 
leisurely pace.  
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2013-2014 was a busy year for volunteering at MLCAB. We recruited our 
100th volunteer and increased volunteer numbers by 90%. But it’s not 
just about quantity, the quality of the work undertaken by volunteers also 
continued to go up and up. More and more of our volunteers completed 
their training and were awarded the certificates for their roles. 
 
We celebrated achievement by launching our, now widely coveted, equivalent to the Oscars, 
the MLCAB volunteer awards. During Volunteers’ Week those volunteers who had gone that 
bit further were recognised with awards for their incredible dedication, team work, 
contributions to social policy and service delivery. 
 
Best team player   Velma Dennis 
Outstanding service delivery Chris Pountain 
Development    Alex Browning 
Social Policy    Arnie Wickens 
Excellent casework   Michael Pearce 
 
Increasing numbers of volunteers started to work across multiple offices, sharing learning 
and good practice and contributing to a collaborative service-wide approach that in turn leads 
to consistency and contributes to quality. 
 
And some of our volunteers left...... the cause for celebration 
wasn’t that we were pleased to see the back of them, but 
that so many of them, thirty in fact, moved into paid 
employment.  They take with them their CAB knowledge and 
spread the word about access to advice and information out 
into the wider world, helping us to reach even more people. 
 
Thank you to all our hard working volunteers who are the lifeblood of MLCAB. We could not 
do it without you! 
 

 
 
The volunteer awards after party picture. 
 
 

Thinking about 
volunteering? 
Check out: 
www.mlcab.org.uk  

http://www.mlcab.org.uk/
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-Jason Gold Treasurer 
 
We started the year with worries and concerns about our financial position 
but ended it on a positive note with a surplus for the year, a surplus budget 
set for 2014-15 and new contracts to deliver against. 
 

Our financial position is now relatively strong. We have reserves of £186,193, 
robust financial procedures in place, an effective finance sub-committee and 
a highly competent finance management team in place. 
 

However much of our funding is short term 
and we continue to manage expenditure 
carefully and strive to build up reserves for the 
future. 
 
The full accounts are available on application* 
but key figures for the year include: 
 
Income  £845,176 
Expenditure  £829,845 
Surplus  £  15,331 
 
*Please contact jacki.harvie@mertoncab.org.uk  
 

 

We are extremely grateful to our funders, partners and those who provide help in kind. Thank 
you: 
 

 London Borough of Merton 

 London Borough of Lambeth 

 Wimbledon Guild 

 The Capitalise project 

 BIG Lottery 

 South West London Law Centre 

 Merton Priory Homes (Circle Housing) 

 London & Quadrant 

 Thames Water 

 Simpson Miller  

 Citizens Advice 

 Shelter 
 

6. Our governance team 
 
Our trustees have different backgrounds and different skills but they all share a passion for 
and a commitment to our work. In addition to Tina, Shas, Terry & Jason there are: 
 
   
 
 
 
 
 
 
 
 
 
 
 
 
 

Jason’s profile 
 

Jason has lived in Merton since 1972.  He 
worked as an accountant and internal auditor 
for the NHS, NHS charities, higher education 
and local government.   
 
Jason has particular expertise in giving advice 
on sound financial controls and in risk 
management. 
 
He is keen to support the valuable work of 
MLCAB at a time when its customers are 
facing some exceptional challenges. 
 

in pictures.... 
 
 
 
 
 
 
 
 
Rodney              Tony                        Simon             Natalie                  Georgina 
 

& Daphne (not pictured) 
 

mailto:jacki.harvie@mertoncab.org.uk
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The board is committed to ensuring that it does not work in isolation and includes non voting 
representatives from the paid staff team and the volunteers: 
 

Andy Struthers   Volunteer representative 
Pam Treanor    Volunteer representative 
Paul Raine    Paid staff representative 
Homa Arbab-Shaston  Paid staff representative 
 

7. Where we are we going 
 

Our 2014-17 strategic development plan sets out our vision, mission and values. In summary 
form: 
 

Our mission is to provide an holistic range of information, advice and casework services that 
educate, empower and support people, meet the needs of the communities that we serve 
and those individuals who are in greatest need. 
 
Our vision is that by 31st March 2017 those who live and work in the London Boroughs of 
Merton and Lambeth will be able to access the information, advice and casework services 
that they need at a time, at a place and in a way that is convenient for them. 

......and in words 
 
Rodney Lambourne was born in Merton and has lived in the Borough all his life.  
He is a Senior Manager in Accounting for major projects in the construction 
industry. Rodney has 9 years’ experience in the voluntary sector and is 
passionate about the good work MLCAB offers the public. He would like to 
continue to contribute to the success of the organisation and is a member of the 
Personnel sub-committee. 
 

Tony Nicholas has lived in the locality for over 30 years and has close family ties 
in both Boroughs. He is an economist and qualified accountant by profession and 
is also a qualified teacher. Tony has long admired the work that CABx do. He 
brings enthusiasm, tenacity and a commercial mind set. Tony is a member of the 
Finance sub-committee. 
 

Simon Thorpe has lived in Lambeth since 1999 and works as a client director for 
BT, looking after relationship management and business change.  He has a keen 
interest in quality and people development and wants to get more involved with 
his local community and its CAB. Simon chairs the Quality sub-committee. 
 

Natalie Gordon lives in Mitcham and graduated with a BA in Geography from 
Durham University in 2010. She has volunteered on a variety of projects both in 
the UK and overseas. She recently started a Postgraduate degree in Social Policy 
at the LSE and is closely involved with MLCAB’s campaigning for change work. 
 

Georgina Brown is a barrister with a strong connection to Lambeth.  For the last 
eight years she has worked as a senior lawyer at the Treasury Solicitor's 
Department and prior to this specialised in criminal and immigration law. Georgina 
recognises the vital role that CABx play in offering practical support and advice to 
individuals and is keen to play an active role in shaping the future of MLCAB. She 
is a member of the Finance sub-committee. 
 

Daphne Marchant has been a trustee for many, many years and a stalwart 
supporter of Streatham Hill CAB, as was. Daphne is a Lambeth Councillor and 
has lived in the Borough all of her life. Earlier this year she was awarded the 
British Empire Medal in recognition of her outstanding contribution to the 
community. 
 
 
 
 



 

 
 

  

Our core values are that we are responsible, inventive and generous.  Page 13 

 
We have a set of seven key aims all underpinned by comprehensive year one plans and 
outline year two and three plans. They cover: 
 

 Service delivery 

 Campaigning for change 

 Staff and volunteers 

 Finance 

 Partnerships 

 Premises, facilities and resources 

 Profile 
 

8. Some facts and figures for the year 
 
At the start of the year we changed our service delivery model to ensure that we could: 
 

 Provide the best possible customer service 

 Enhance access 

 Make the best use of limited resources 
 

The new model sees customers being encouraged and helped to find the information that 
they need to resolve their own problems, advisers working with customers to help them 
determine the next step that they need to take and then helping them to take it. 
 

The approach relies on partnerships and working relationships being established with a wide 
range of providers and has certainly paid off with a dramatic increase in the number of 
people helped: 
 

 On-site Tphone E-mail Total 

Q1   3295   916   120   4331 

Q2   5360 1843   210   7413 

Q3   4400 1713   210   6325 

Q4   5013 2224   290   7527 

     

Total for year 18068 6696   830 25596 

2012/13   1100 1000   200   9600 

 

Benefits   18% 4607 

Debt   16% 4095 

Housing   16% 4095 

Employment   12% 3072 

Consumer   07% 1792 

Other   31% 7935 
 

As in previous years the most popular enquiry areas have been benefits and debt and 
although we have worked closely with people affected by welfare reform the pro-active 
stance taken by both Merton and Lambeth Councils has meant that its impact has been well 
managed in both Boroughs. 
 

9. Responding to the channel challenge 
 

As part of the new service delivery model we created 
information areas in Streatham Hill and Morden and an 
Information Hub in Mitcham. Customers are able to pick 
up hard copy information, use the internet, send e-mails 
and make phone calls. They are helped to do so by our 
team of Advice Guides. 
 
 
 
 

If you would like a copy of 
the plan please contact: 
 

jacki.harvie@mertoncab.org.uk  

We are delighted that 
Citizens Advice is moving 
forward with its One Service 
Strategy and look forward to 

contributing to it in 2014-15. 

mailto:jacki.harvie@mertoncab.org.uk
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We also made a conscious decision to open up new and existing channels and created a 
contact centre where we could provide information and advice: 
 

 By telephone 

 Via e-mail 

 Using web chat 

 Through web cam technology 
 
Samantha Richardson looks after the contact centre and leads a team of volunteer agents 
who between them answer some 600 calls a month, deal with increasing numbers of e-mails 
and can’t wait to get started with web chat (they are not quite so excited about web cam 
technology). 
 
After a slow start the Information Hub and Information Areas have really taken off and the 
Information Hub alone, which is looked after by Cheryl Stevenson, now helps some 350 
people each month. Customers have said that they like its speed, efficiency, accessibility and 
helpfulness. 
 
It is our intention to continue to build on these new 
channels and during the year started to deliver parts of 
the One Lambeth Advice service through the contact 
centre, with Alex Browning working as the team 
leader. 
 
Towards the end of the year we won a contract to 
deliver part of the Citizens Advice Adviceline service 
and this goes live in June 2014 with Naz and Bill 
coaching the team and quality assuring their work. 
 

Q. Is this the end of face to 
face services as we know 
them? 
 
A. Far from it, face to face 
remains a key channel and 
will continue to be 

developed. 

Some of the things we have been asked in the contact centre and 
information hub (and our replies): 
 
Q. Can I use one of your computers to work on my CV? 
A. Of course you can, good luck with your job search 
 
Q. I started looking after a cat and now someone has come round saying it 
belongs to them. Do I have to give it back? 
A. You do if they can prove it is their cat (strangely enough this is covered by the 
Theft Act). 
 
Q. I owe money all over the place and my Landlord says he wants me out 
because I haven’t paid my rent. I just don’t know what to do. 
A. Let’s book you in to see our money adviser, she will help you work out how 
much you can pay people once we reach agreement with your landlord. 
 
Q. It’s about these trainers I bought, they have fallen apart. 
A, I’m going to stop you right there and transfer you to the Citizens Advice 
consumer service. They deal with this kind of thing all the time. 
 
Q. Can you tell me what benefits I’m entitled to? 
A. We certainly can but you might find it easier to use the benefits calculator on 
the Turn2us website. 
 
Q. They’ve stopped all of my benefits, I’m at the end of my tether. 
A. It would probably help to sit down with one of our advisers. Shall I book you an 
appointment? 
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-our CEO, John Gillies, looks back and forward 
 
This is my second time around as CEO of Merton & Lambeth CAB. In 
2002 I came here on an interim basis, merged Merton CAB with 
Streatham Hill CAB to form Merton & Lambeth CAB and then stayed for a 
further year. 
 
In 2012 I returned, again on an interim basis, and since then have been on an amazing 
journey with some amazing people. Although it’s sometimes unwise to name check specific 
people, there are a number of people who haven’t been mentioned elsewhere: 
 
Matt, Kate & Djil, who make up my Senior Management Team, Cheryl, Jacki, Brenda & 
Denise, who make sure things run smoothly behind the scenes, Samantha, who looks after 
the contact centre, Poppy who trains our volunteers, Rodrigo and Anna, who look after the 
advice sessions & Tina, our chair of trustees. 
 
We started the year a little uncertain about the future, we didn’t know about funding, further 
work was required to repair relationships, we did not have enough people on the ground and 
were doing little or nothing about campaigning for change. 
 
However with the benefit of a coherent programme plan (aptly but unoriginally named the 
Phoenix Programme) we began to put things in place and to: 
 

 Deliver services in different ways 

 Build effective relationships 

 Establish ourselves as a credible and positive partner 

 Recruit and train more volunteers 
 
We expected Welfare Reform to be a particular challenge but as a result of the hard work 
that Merton Council and Lambeth Council put in (thanks David, thanks Michelle) ensuring 
that residents were supported appropriately we were able to respond where and when we 
were really needed. 
 
Moving to the new model of service delivery had its challenges with staff and volunteers 
(quite rightly) being sceptical about whether or not it would work and there of course being 
issues with technology. 
 
However the approach has been successful and has increased access, without 
compromising quality. We regularly review how we work and when we last did so scored 
80% against the Citizens Advice Quality of Advice standards. We are confident that the 
customer experience has also dramatically improved. 
 
Looking to the future, we go into 2014-15 
with new service delivery contracts, great 
working relationships with our funders and 
partners, a projected income of £1.2 million, 
a real commitment to empowerment and a 
fantastic team of staff and volunteers. 
 
We also go into 2014-15 with concerns about the introduction of Universal Credit (this year, 
next year, sometime, never?) and a growing concern about the bottle neck that medical 
assessments are creating as people seek to claim health related benefits. 
 
 I will end by thanking everyone involved for their work in delivering, managing and 
supporting the service.  
 

John 

Funded by the Walcott Foundation our 
#experience project will provide valuable 
work experience and support to 16-25 
year olds in Lambeth who are not in 
employment, training or education. 
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On-line      
 
www.mlcab.org.uk    Information, advice, tools, materials, 
www.onelambethadvice.org.uk  useful links, web chat, e-mail via web 
www.adviceguide.org.uk    form, find us etc 
 
Telephone 
Monday-Friday 10.00-16.00 
 
0844 243 8430 Merton   Recorded information is available 24 hours  
0844 245 1298 Lambeth  a day, seven days a week. 
 
Calls are charged at five pence a minute from BT land lines but will cost more from mobiles and from 
other providers. The numbers will change to 0344 243 8430 and 0344 245 1298 in October 2014, bringing 
down the cost to callers. 

 
On site 
 
Monday-Friday 10.00-16.00 
 
7 Crown Parade    Legal Advice clinics on Tuesday & Wednesday 
Crown Lane     evenings. 
Morden 
SM4 5DA 
 
Ilex House     Wednesday evening session for carers and 
1 Barrhill Road    people in work 
Streatham Hill 
SW2 4RJ 
 
Kellaway House    Information, use of computers and   
326 London Road    telephones, help from Advice Guides 
Mitcham 
CR4 3ND 
 
In the community 
 
Wimbledon Guild 
Mitcham Cricket Green Medical Practice 
Lambton Road Medical Practice 
Olive Morris House  and Lambeth Medical Practices 
Lambeth Children’s Centres 
Merton libraries 
 
Please visit www.mlcab.org.uk or www.onelambethadvice.org.uk to check opening tines, find 
Advice Guide locations and see a full list of all services. 

 
 
  
 
 
 
 
 
Merton & Lambeth Citizens Advice Bureaux (MLCAB) is a company limited by 
guarantee (2914384) and a registered charity (1046018). Citizens Advice Merton 
and One Lambeth Advice are trading names. The CAB service started in 1939 and 
Mitcham CAB was one of the first offices. 
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