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Executive Summary 
 

Purpose of Report 

To summarise the findings of the CAB Fundamental Review Panel’s review of the Citizens 
Advice Bureaux and make a number of recommendations. 

Summary 

The Cannock Chase Council’s Citizens Advice Bureaux Fundamental Review Panel were 
required to undertake a review of Cannock and Rugeley CAB to ascertain whether the grant 
payable to these organisations is considered “value for money”.  The findings of the group 
were to be reported back to Scrutiny Committee. This report summarises the findings of the 
Panel in looking at the Citizens Advice Bureau and makes a number of recommendations. 

The Panel agreed that the scope of the review would establish how the CAB service linked in 
with the Local Area Agreement and the State of Cannock Chase and would establish the 
contribution that the CAB make to the population of the District and the resulting savings  
that are made for the Council.  

The Panel also agreed that the review would examine the following areas : 

a The possibility for both the CAB and Cannock Advice Centre to work in 
conjunction with each other be explored 

b That other funding sources in relation to the CAB be explored 

In undertaking the review the Panel has focused on actions to be undertaken by Cannock 
Chase Council, actions to be undertaken by other organisations, where the Council has a 
degree of influence, and actions to be undertaken to raise awareness and improve 
communication with members of the public. 

The main recommendations are given below.  The Panel hopes that these recommendations 
will contribute towards the continuation of the CAB service in Cannock Chase. 

Recommendations 

1. That Cannock Chase Council identifies that there is a clear need to continue to 
provide funding at the level approved in the 2008/09 budget to the Citizens Advice 
Bureaux. 

2. To propose to Scrutiny Committee that they agree a 3 year Service Level Agreement 
between Cannock Chase Council and Cannock and Rugeley CABs. 
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CANNOCK CHASE COUNCIL 

SCRUTINY COMMITTEE 

22ND SEPTEMBER 2008 

REPORT OF CITIZENS ADVICE BUREAU  FUNDAMENTAL REVIEW PANEL 

REVIEW REPORT AND SERVICE LEVEL AGREEMENT 

1. Purpose of Report 

1.1 To detail for Members, the findings of the Fundamental Review of the Citizens 
Advice Bureaux and to seek approval of the Service Level Agreement.  

2. Recommendations 

2.1 That Cannock Chase Council identifies that there is a clear need to continue to 
provide funding at the level approved in the 2008/09 budget to the Citizens Advice 
Bureaux. 

2.2  Subject to agreement by the scrutiny committee that they recommend to Cabinet a 3 
year Service Level Agreement between Cannock Chase Council and Cannock Chase 
CAB.  

 

3. Background 

3.1 The programme for fundamental reviews was agreed at a joint meeting of the Scrutiny 
Chairmen and Cabinet in 2007. It was agreed that for 2007/08 a fundamental review 
should be undertaken on the Citizens Advice Bureau. 

3.2 The review panel comprised elected members, appointed by the Scrutiny Committee 
and senior managers.  

Members 

Councillor D.L. Mawle (Chairman) 
Councillor L.W. Bullock 
Councillor M.P. Freeman 
Councillor J. Toth   

Councillor Mrs D M Easton 

Councillor D. Grice 

Officers 
T. McGovern - Director of Organisational Improvement (retired Feb 08) 
K. Webb – Customer Services Manager 
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P. Turton – Principal Accountant 
P. Foster - Business Development and Performance Manager 
 

3.3 The role of the Officers, which included senior managers, was to undertake 
investigatory work and report its findings to the Panel.   

4. The Scope of the Review 

4.1 At its inaugural meeting on 14 January 2008, the Panel agreed that in order to 
set a scope for the review it would first be necessary to receive a presentation 
from the CABs at both Cannock and Rugeley to obtain a clearer picture of the 
services provided. 

4.2 A presentation from the CAB was delivered to the Panel at the next meeting 
on 7 February 2008 from which the Panel were able to establish a scope for 
the review: 

‘to establish how the CAB service linked in with the Local Area Agreement 
and the State of Cannock Chase and the contribution that the CAB make to the 
population of the District and the resulting savings  that are made for the 
Council.’  

4.3 The Panel agreed that the review would examine the following areas : 

a The possibility for both the CAB and Cannock Advice Centre to work 
in conjunction with each other be explored 

b That other funding sources in relation to the CAB be explored 

4.4 The Panel agreed that the review would look at: 

a An analysis of funding streams for CAB. 

b Development of a Service Level Agreement. 

c Assessment of benefits reflected to the Council from CAB 
(encompassing the scope outlined above). 

4.5 It was recognised that the scope of the review would need to focus at the 
strategic level, rather than focus in detail on CAB services. 

5. Findings 

5.1 Bureaux. There are two Citizen Advice Bureaux in Cannock Chase District 
which are located at Rugeley and Cannock.    The aims and principles of the 
service are to ensure that individuals do not suffer through lack of knowledge 
of their rights and responsibilities or of the service available to them or 
through an inability to express their needs effectively.  The CAB also 
endeavours to exercise a responsible influence on the development of social 
policies and services both locally and nationally.  The services are provided 
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free to all individuals, are an impartial service of information and provides 
guidance and support.  

5.2 Structure.  Bureau Staff include : 

• Trustee Board 

• Support Team 

• Generalist Advisers 

• 6 Specialist Advisers 

• 3 Outreach Workers. 

5.3 Service Usage. The service has been used by 12% of Cannock Chase District 
adult population in 2007 with an average of four problems per client – 7,568 
Clients and 25,567 Enquiries. 

5.4 The CAB managed £13,900,319 of debt in Cannock Chase District in 2007 
and gained benefits to the value of £927,813.  

5.5 Benefits to Cannock Chase Council. The CAB identified some of its 
contributions towards Cannock Chase Council which include citizens making 
regular payments ie. Council Tax arrears, reduced homelessness and an 
increase in local income.  The CAB also provide assistance in areas that would 
otherwise have to be undertaken by the authority e.g. completion of Housing 
Benefit forms.  Although these savings are not quantifiable at this time, the 
Council should be aware of these ongoing time benefits. 

5.6 Annex 2 clarifies how the CAB links to our Local Area Agreement. The 
nature of the work of the CAB supports the initiatives included within the 
State of Cannock Chase.  Section 3.5 of the State of Cannock Chase illustrates 
the support given by the CAB to the authority that aids the Council in 
achieving it’s objectives. 

5.7 Grants from Cannock Chase Council. Cannock CAB received £57,800 and 
Rugeley CAB £53,800 in mainstream grants from Cannock Chase Council in 
2007/08,  rising to circa £64,920 and £60,420 respectively for 2008/09. 

5.8 Leases/Rate Relief. Both the CAB buildings are owned by the Council.  
Cannock CAB is holding over on their lease paying £8,500 p.a.  The property 
would be affected by the Town Centre proposals if they go ahead which is 
why the Council has not renewed the lease but this will be discussed once a 
viable scheme is in place for town centre redevelopment.  Rugeley CAB has a 
20 year lease from 1st April 1997.  The first 15 years is leased at £1 p.a. then it 
is subject to review.  When the lease was first set up for Rugeley CAB they 
made a capital contribution to the acquisition/conversion and therefore 
received a rent free period in return. 
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5.9 Cannock CAB obtained SRB money to fund an extension to the premises.  
The rent they pay however is assessed on the original premises and takes no 
account of the additional floor space provided by the extension. It was 
identified that the CAB currently receive 80 per cent discretionary rate relief 
and a further relief amount of 10 per cent.   During 2007/08 this equated to 
£610.50 relief for Cannock CAB and £466.20 relief for Rugeley CAB. 

5.10 As part of the budget process the 2008/09 grant to the CABs was increased to 
bring it back into line before the 10% reduction made three years ago.  
Continuation of this increase is subject to the recommendations from this 
report. 

5.11 Financial Position. Any loss of grant to Cannock CAB from Cannock Chase 
Council would lead to a serious financial position that could result in the loss 
of some service provision. Although Rugeley CAB is in a slightly better 
financial position, a grant cut from Cannock Chase Council could result in 
closure within three years of being made. 

5.12 Both Cannock and Rugeley CAB require assurances that their grants from 
Cannock Council will be maintained in the future.  It is proposed to 
accomplish this via a Service Level Agreement. 

5.13 There is no legal duty to financially support CAB however the proposals 
contained within the Local Government White Paper 2006 place a new duty 
on Local Authorities to ensure the participation of third sector organizations in 
developing cohesive communities and responsive services.  The CAB is keen 
and able to make a significant contribution to the National Indicators and 
Local Area Agreements (LAA), a piece of work additional to the proposed 
SLA.  The presence of a CAB is significant to the District. 

5.14 Performance.  Cannock Chase Council and the CAB need to agree 
performance measures as part of a Service Level Agreement.  The CAB 
should be monitored on a number of issues including:- 

• The availability of the service; 

• Specifying the number of clients by the following categories: legal issues, 
benefits, taxation, debt advice, housing advice, employment, relationships, 
signposting, other; 

• Involvement in a range of community strategies; and 

5.15 Marketing and Promotion.  The national network, brand and support system 
adds very considerable value to the CAB service. 

5.16 Barriers to Future Improvement.  Any future decision to decrease the grant 
from Cannock Chase Council to the CAB may result in a reduced or a 
withdrawal of service which could in turn have a negative effect on Council 
priority outcomes. 
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5.17 Opportunities for the future.  The Trustee Boards of the two Bureaux have 
passed a unanimous resolution committing to the principle of a merged 
bureaux.  They are working towards the aim of establishing the new Chase 
CAB and for this to happen by 1 October 2008.  Whilst the CAB is content to 
operate from Council owned buildings the Bureaux needs to be perceived as 
independent by the public and would therefore be reluctant to operate from a 
building clearly “badged” as a Council Office.  The benefits of working in 
partnership with others is recognised together with the opportunities that this 
can provide for the growth and development of a diverse advice service across 
the district, providing that this does not impact on their ability to maintain 
membership of the national Citizens Advice Service.  

6. Fundamental Review - The 4 Cs 

6.1 The Review considered each of the 4 Cs of Best Value – Challenge, Compare, 
Consult and Compete. Arising from the analysis against the 4Cs a number of 
key issues were identified.   

6.2 Challenge.  The Panel agreed that the main purpose of the CAB service was 
to ensure that individuals do not suffer through lack of knowledge of their 
rights and responsibilities or of the service available to them or through an 
inability to express their needs effectively.  The CAB also endeavours to 
exercise a responsible influence on the development of social policies and 
services both locally and nationally.  The services are provided free to all 
individuals, are an impartial service of information and provides guidance and 
support.  

6.3 The Panel recognised that the service provided by the CAB was valuable to 
the citizens of Cannock Chase.  

6.4 The Panel acknowledged that the CAB contributed to many areas of Cannock 
Chase Council including dealing with benefits claimants, reducing 
homelessness etc. 

6.5 Compare.  In order to judge the service, during the Review alternative local 
free advice services were identified.  The aim would be to propose to the CAB 
to explore opportunities for future provision of their services.  

6.6 The CAB compliments the work of the Council.   The CAB service provides 
advice to people who are clients of public services.  It may reduce the amount 
of time Cannock Chase Council services might otherwise have to spend 
providing information or advice.  Furthermore, because the problems people 
bring to the CAB may be contributory factors in their ill health, social 
problems or offending behaviour, dealing with these underlying problems may 
also have a preventative effect and so reduce the demand for public services 
downstream. 

 
6.7 The CAB also facilitates contact between government and the public.  This 

contribution includes: 
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• Disseminating information and providing advice about changes in 
public services and entitlements, especially to the hard to reach; 

 
• Participating in government publicity campaigns particularly in 

preventative work; 
 

• Enabling clients to access public services and process claims or queries 
themselves. 

 
6.8 Consult.  Consultation was undertaken with the Citizens Advice Panel and the 

Delivering Change Panel on policy options proposed as part of the 2008/09 
Delivering Change process.  The results from the consultation was that neither 
Panel supported the reduction of 10 % in grants to major organisations.  
Cabinet took this into consideration as part of their proposed budget and not 
only dismissed the saving option put forward, they also included a growth 
option within 2008/09 to reinstate grant funding to previous levels.   

6.9 Compete.  The CAB service is a unique agency that can offer holistic in-depth 
advice and is the largest provide of free money advice in the country.  41% of 
the population have used a CAB.  Cannock CAB is the largest local agency to 
offer free, independent, confidential and impartial advice on a wide range of 
issues; all advice given meeting Community Legal Service quality standards.    

7. Key Issues  

7.1 There may be opportunities in the future for CAB to consider which are 
detailed in paragraph 5.17 of this report. 

8. Service Level Agreement 

8.1 The Service Level Agreement will clearly outline what Cannock Chase 
Council expects from Cannock and Rugeley CAB in order for grants and rate 
relief to be maintained.  

8.2 As part of the SLA, the CABs at Rugeley and Cannock will be asked to 
provide information in relation to actual usage of their services to citizens of 
Cannock Chase District.  Monitoring of the Service Level Agreement will be 
reported to the Scrutiny Committee on an annual basis by way of a 
summarised report.  

8.3 The Service Level Agreement, attached at Annex 1 to this report, has been 
developed to detail the specific actions and information required to achieve the 
proposals from the review.   

8.4 The Service Level Agreement will be reviewed every three years at which 
time the Council will undertake a more detailed review. 

9. Financial Implications 
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9.1 The 2008/09 approved budget, agreed at Council on the 27th February 2008, 
included a Policy Option to bring the grant payable to the CAB’s back in line 
had it not been reduced 3 to 4 years ago.  This amounted to £11,500. 

 
9.2 Cabinet approved the increase in funding to the CAB in 2008-09 only, as they 

wished to consider the outcome of the FSR before submitting any future years 
changes to the funding.  As a result, this FSR Panel is recommending that the 
funding remains at the revised 2008-09 level.  However, this recommendation 
will have to be endorsed by Cabinet and submitted to Council for approval as 
part of the 2009-10 Budget before any changes to the funding can be made.  

 
9.3 As the FSR panel are recommending that the CAB grant level be set at the 

2008/09 level the following amounts will need to be included within the 
budget projection for 2009/10 onwards: 

 
2009-10:            £11,730 
2010-11:            £11,970 

 
9.4 This is based on an inflation factor of 2%, as normally applied to this budget 

type. 
 
9.5 Should the recommendation from this Panel be endorsed by Cabinet and 

approved by Council, the total amount of grant payable to the Chase CAB will 
be £136,940 in 2009-10 and £139,680 in 2010-11. 

 
 

10. Human Rights Implications 

10.1 There are no identified implications in respect of the Human Rights Act 1998 
arising from this report. 

11. Conclusions 

11.1 The review has successfully undertaken a ‘high level’ review of the issues 
scoped into the review of the CAB.    

11.2 The CAB service provides excellent value in return for the public funds it 
receives. It makes a significant contribution to individuals and communities.  
Without support from Cannock Chase Council the service could not continue 
to deliver services and many citizens would be without access to advice.  
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SERVICE LEVEL AGREEMENT 
BETWEEN 

CANNOCK CHASE DISTRICT COUNCIL, 
AND CHASE CITIZENS ADVICE BUREAU 

 
1.  INTRODUCTION 
 
1.1  This Service Level Agreement is for a three year period between 1 April 2008 and 

31 March 2011. 
 

1.2 This Agreement clarifies the relationship linking funding and expected outcomes 
between Cannock Chase District Council (the Council) and Chase CAB. 
 

1.3  This agreement aims to develop and maintain partnership working arrangements 
between the Council and Chase CAB based in Cannock and Rugeley.  

 
1.4 This purpose of this agreement is to formally recognize the financial support to be 

given by the Council and the service to be provided by the Bureaux. 
 
1.5 Cannock Chase District Council and Chase CAB agree that the Contracts (Rights 

of Third Parties) Act 1999 shall apply to this Agreement. 
 

 
2.  SERVICE PROVISION 
 
2.1  The Chase CAB, in line with the objectives of the National Association, Citizens 

Advice, will provide a free, impartial and confidential advice service at a 
minimum of generalist level with casework to all those who seek assistance, 
within the resources available to CAB, to ensure that individuals do not suffer 
through ignorance of their rights and responsibilities or of the services available to 
them, or through an inability to express their needs effectively. 
 

2.2  Chase CAB will exercise its role of providing a responsible influence on the 
development of social policies and services both locally and nationally. 

 
2.3  Chase CAB will use their “CASE” system to collect and communicate key data 

on client enquiries and profiles to identify trends and strategically important 
issues, information provided to the Council will be in line with Data Protection 
requirements and ensure client confidentiality. 

 
2.4  Chase CAB will open as follows: 
 

Cannock: “Open Door” sessions (no appointment necessary) -   
Monday 10am-2pm, Thursday 10am-2pm and Friday 10am-1pm. 
Appointments Only sessions – Tuesday Evenings 5pm-7pm. 
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Rugeley: Monday 10am-1pm,  appointments 2pm-4pm, Tuesday 10am-1pm,  
appointments 2pm-4pm, Wednesday 10am-1pm,  Thursday 2pm -4pm, 
appointments 5pm-7pm and Friday 10am-1pm. 
 
Emphasis will be placed on the quality of service and interviews will not be time 
limited. A diagnostic gateway system is available for busy periods. 
 

2.5  Quality Assurance – Chase CAB executive functions will be carried out by the 
Trustee Boards who are elected publicly each year. In line with best practice the 
Board will be responsible for: 

 
(i) ensuring that suitable supervision and training is provided for all its staff, 
volunteer advisers and Trustees within resource availability. 
 
(ii) that a local service is provided at least to an equivalent standard as that set by 
the National Association of Citizens Advice Bureau. 
 
(iii) that proper records are maintained of all clients and enquiries in accordance 
Citizens Advice “CASE” requirements and a comprehensive system of 
information and relevant legislation is available to support the service provided. 
 

2.6  Each bureau is subject to an audit by the National Association every three years. 
The details of this audit will be made available to the Council upon completion.  
Confidential and sensitive data referring to clients and staff will be protected by 
CAB. 

 
3. CANNOCK CHASE DISTRICT COUNCIL COMMITMENT 
 
3.1  The Council acknowledges that client information dealt with by the CAB should 

remain confidential to the organisation. 
 
3.2  The Council will undertake to pay an annual grant for a three year period 

commencing on the 1 April 2008.  Should either CAB office close, a 
proportionate amount of the grant paid would be clawed back by the Council. 

 
3.3  The existence of this Service Level Agreement will not preclude Chase CAB from 

applying for further grant funding in respect of specific projects.  
 
3.4  The Council agrees to submit Councillor representation to act as an observer to 

the service.  
 
3.5  The Council will promote the work of Chase CAB wherever possible through 

relevant Council documents to staff, the public and other agencies. 
 
4.  CHASE CITIZENS ADVICE BUREAU OBLIGATIONS 
 
4.1  Chase CAB are responsible for the overall policies, objectives, resources and staff 

management, working practices, quality of service as recognized by the National 
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Association of Citizens Advice Bureaux and the future development of the 
bureaux. They will ensure the bureaux have adequate insurances to cover such 
liabilities as may arise in the performance of this agreement and will provide 
evidence of such cover as required by the Council from time to time under the 
terms of the agreement. 

 
4.2  Chase CAB will provide detailed annual reports two months after year end, 

covering number of clients broken down to ward level, types of enquiry, levels of 
help and client profile details. This will include a short commentary noting any 
specific trends and provide comment on the causes and effects of these issues and 
make recommendations to policy makers on improvements. 
 

4.3  Standard specific topics will include Council Tax Benefit, Housing Benefit, 
Housing Association property, environment and neighbour issues, Council Tax 
arrears, threatened homelessness, private rented accommodation and other topics 
as requested or identified. This data will not reveal any items that could enable a 
client to be identified. 

 
4.4  Chase CAB will monitor outcomes achieved as a result of CAB assistance and 

will report annually on these as noted in 5.1. 
 
4.5  Chase CAB will welcome voluntary contributions to the service and actively 

pursue additional grant opportunities without compromising its membership 
agreement with the national association which prohibits the levying of charges for 
CAB services. 

 
4.6  Chase  CAB will formally recognise the Council’s support in their annual report 

and any other appropriate public document.    
 
5.  MONITORING AND EVALUATION 
 
5.1  Monitoring of the Chase CAB is essential to ensure that the Council’s 

contribution from public monies is utilised in a proper and economical manner.  
Chase CAB will provide monitoring statistics to the Council on an annual basis. 
The statistics required are: 

 
(i) Opening hours for each bureau indicating both “open door” and telephone and 
numbers of appointments. 

 
(ii) Number of volunteer hours and the number of these involving client contact. 
 
(iii) Number of employee hours and the number of these involving client contact. 
 
(iv) Social Policy activities. 
 
(v) Other outputs achieved not specified above. 
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6.  SIGNATURES 
 
The terms of this Service Level Agreement are accepted by both Chase CAB and 
Cannock Chase District Council, who will use their best endeavours to ensure that the 
terms of this agreement are adhered to. 
 
Name and signature ………………………………………………………………….. 
 
Job Title …………………………………………………………… 
 
Date ………………………………………………………………… 
 
For Cannock Chase District Council 
 
 
 
Name and signature ………………………………………………………………….. 
 
Job Title …………………………………………………………… 
 
Date ………………………………………………………………… 
 
For Chase Citizens Advice Bureau 
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