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Impact Assessment
	Provider 
	Manchester Citizens Advice Bureau 


	Address 
	Swan Buildings, 20 Swan Street


	Name of Service 
	City Wide Advice Service 


	Address of service 

if different from above
	City wide service operating from 4 main sites and 32 outreach locations. 


	Proposed reduction £
	


	Date Completed
	17 November
	Completed by 
	Andy Brown


	Organisational Impact - Manchester Citizens Advice Bureau Service (MCABS)
The Citizens Advice brand is widely recognised and respected with the service ranked 1st out of 22 national charities with 97% brand recognition by customers. Manchester CAB has been the principal advice agency in Manchester since 1939. Most DWP and Local Authority publications around advice inform residents to seek initial help from their local Citizens Advice Bureau. 

Assuming 75% reduction in funding to CAB [saving c.£900,000 from £1.2 million]
Manchester Citizens Advice Bureaux would be at critical risk of closure if funding was reduced to this proposed level and the Citizens Advice Brand and Universal Service would be withdrawn from Manchester residents and communities. Manchester would be then unique as the only Greater Manchester Authority without a CAB service.
The provision of advice to one section of the community i.e. private tenants will not enable us to deliver the core services required under the “Membership Scheme” of our national association Citizens Advice.

Specifically therefore:
· All CAB premises located in, Wythenshawe, Moss Side, Moston and Central Manchester would close

· The 32 new locally based outreach sites created as part of the universal City Wide Service and potentially Cheetham Hill Advice Centre would close. This service takes advice to vulnerable people in settings that they can access such as Children’s Centres, Libraries and Health Centres
· The telephone and digital contact centre would close
· All preventative work and financial capability / educational programmes will cease which currently support up to 1,000 residents from Children’s centres, BME community groups and young people (Barclays Financial Skills Course for 18-24 year olds)
· The Greater Manchester Pension Scheme deficit would be triggered which is under-written by Manchester City Council

· The entire workforce of 79 staff would be made redundant (of which 68 are front line triage, generalist, specialist caseworker and lawyers)
· Our apprentice programme would cease and 7 young people under the age of 22 would be made redundant, four of whom are from the local BME community
· 140 trained volunteer advisers would be lost. 
· The £ 1.4 million of external funding would be withdrawn from Manchester and no new external funding for advice would be achieved. The additional services this provides is detailed below.
NB: Since 2009 – 2014 Manchester CAB has secured £ 7,818,057 from external contracts, service level agreements and grants in addition to our Council funding.

Assuming a 50% reduction in funding to CAB [saving c.£600,000 from £1.2 million]:

1) The viability of the organisation would need to be assessed. As with any organisation we have had to commit to lease agreements / contracts for premises and essential equipment such as photocopiers. For example our Swan Street premises lease expires in 2017 and cost £ 60,000 per annum for rent, rates, service charges etc, whilst our Wythenshawe premises break clause does not become effective until November 2015. Many of these leases are a legacy of the requirements of the previous joint Council / LSC Community Legal Advice Contract. 

A 50% reduction will potentially expose the ability of the organisation to meet its existing liabilities and pose a genuine risk to the future viability of the CAB in the city of Manchester. 
2) Should we be able to continue there would need to be a radical restructure of Manchester CAB:

· The organisation would move to a single site operation with the closure of our offices in Wythenshawe; Moston and Moss Side. 
· There would be a significant reduction in our weekly outreach capacity from 32 to 16. Some would need to be moved to a fortnightly or monthly basis due to staff reductions
· There would be up to 40 jobs losses
· We would be unable to meet the needs of the 60,000 people accessing advice. We anticipate a reduction of 33%
· Reduced capacity to proactively deliver our preventative work and financial capability / educational programmes
· Reduced capacity to undertake our campaigning function which has recently, for example, had an impact on changing the regulations for payday lenders which will help to reduce many Manchester residents getting into further debt

· There will inevitably be an adverse effect on future external funding bids as a key requirement of most funding regimes is that the organisation can demonstrate financial stability. 

· MCABS may not have the infrastructure to be able to participate in the wider Citizens Advice network developments that would benefit the city of Manchester. 


	Staffing Impact – Manchester Citizens Advice Bureau
Assuming 75% reduction in funding to CAB [saving c.£900,000 from £1.2 million]

Manchester Citizens Advice Bureaux would be at critical risk as an organisation if funding were reduced to this proposed level. As stated above closure would mean
· The entire workforce of 79 staff would be made redundant 

· 7 young apprentices would be made redundant. 

· 140 trained volunteers would be released with an associated loss of 64,000 volunteer hours of advice per annum. Costed at the minimum wage the added value financial of our volunteers is £ 662,127.This would be lost.
· We train between 70 - 100 new volunteers per annum adding value for money to our Council contract, enhancing local skills and employability. On average 20-30 of these use the CAB experience to gain paid work. In future this pathway to employment would be lost to those 70 - 100 Manchester residents. 
Manchester CAB also holds the primary Healthwatch contract with the City Council and substantially subsides this through premises, payroll, HR and IT support. This support will be withdrawn and there is a significant risk therefore to the future viability of HealthWatch Manchester, which is a statutory function of the Council.  Two HealthWatch employees and 60 volunteers will be at risk
Assuming a 50% reduction in funding to CAB [saving c.£600,000 from £1.2 million]:

The proposed funding cut would

· Result in the loss of up to 40 jobs of which over 90% would be Manchester residents

· Impact on our ability to develop, supervise and manage the current level of  volunteers and apprentices. The reduction would be up to 50%, that is,35-50 less volunteers using the accredited CAB training programme as a pathway into employment. 

· Impact on staff currently funded by projects that are accommodated and

managed within existing CAB premises e.g. As above our subsidy and support to Healthwatch will be withdrawn and this may no longer be a viable organisation  
This loss of trained generalist and specialist advice workers has great implications for the future. The experience of these advice workers will be lost, not just for this generation, but to future generations, because they are training other advisers—often volunteers—but will be unable to pass on their experience because they will not be there within the agency.


	Customer Impact – Manchester Citizens Advice Bureau Service (MCABS)
MCABS clients include the most socially and economically deprived in our community and from hard to reach groups, such as those with long term ill health or disability, mental health problems, BAME or those with poorer educational attainment and learning difficulties. These vulnerable groups, referred to and defined by the Council as cohorts 3 and 4, will be severely affected by any reduction in the CAB service.

The CAB has extensive expertise in the types of enquiries that are being generated by the economic downturn and Welfare Reform. Key trends such as Universal Credit, the bedroom tax, unemployment and increasing indebtedness, has resulted in more and more people struggling to pay their bills, feed their children or heat their homes. This will mean an even greater demand for our advice services especially over the next 3-5 years.

We helped over 30,000 face-face and telephone clients with over 65,000 issues in 2013/14 – representing a 15% increase on the previous year. During this period, residents came to us with the following problems:

· 26,194 benefits issues. 
· 16,829 debt issues 
· 3949 employment 
· 2,271 relationship and family
·  5,099 housing 
Already in the last six months the service has seen a huge increase in the amount of client debt presented which has increased by 40% since last year from £6,166,565.64  to £8,641,231.08 The average amount of client debt has also risen from £8,809.38 to £9,163.55

Assuming 75% reduction in funding to CAB [saving c.£900,000 from £1.2 million]

The impact of the CAB closure would be that:
· 22,000 residents would lose access to our digital (web-chat & email) and telephone triage / diagnostic advice services. The impact will be thousands of basic enquiries escalating to complex serious problems that will be costly to the Council
· 10,000 residents would lose access to trusted face-face assisted support, advice and on-line claiming facilities through Bureau Closure and closure of our community based outreach provision 

· 31,000 unique visitors would lose access to our Manchester specific shop front web-site and therefore access to quality assured and up to date self-help information
· Loss of external funding will result in residents having no access to
i) A dedicated Fuel Energy / Fuel Poverty Team. Over 3000 people per annum would lose access to fuel poverty grants and energy efficiency measures.
ii) A dedicated Legal Aid housing team and access to housing advice – 1 in 4 of our clients needing housing advice are from the private rented sector

iii) Money Advice Service debt advisers – 1500 people unable to access money advice and essential budgeting support
iv) 3 locality based welfare benefits advisers. Over 900 customers unable to get assistance claiming back to work and other benefits.
v) Local Health Surgery advice - principally used by people with short / long term sickness, disability or mental health problems

These are all people that would not be able to access independent or impartial advice from the DWP or their landlord (social registered or private). Few would be able to pay for advice.
Assuming a 50% reduction in funding to CAB [saving c.£600,000 from £1.2 million]:

There would need to be a radical restructure of Manchester CAB with a significantly reduced advice service across the city of Manchester. MCABS currently delivers a universal service via a broad range of access channels e.g. telephone email web chat face to face as well as self-help tools and resources. These cuts would mean
· The organisation would move to a single site operation based at Swan Street. 

· There would be a significant reduction in our outreach capacity

· Service users will have a narrower number of options available for face to face support.

· We would be unable to meet the needs of the 60,000 plus people accessing our advice services. We anticipate a reduction of 33% of customers will access advice.
·  A significant number of service users will seek Council assistance who would otherwise have seen CAB for matters such as homelessness, debt and welfare benefits

· Reduced or nil capacity to proactively deliver preventative work to up to 1000 people. 
Consequently thousands of vulnerable and low income people and their children will be deprived of access to advice and information that will inevitably have a serious impact on their wellbeing and many of these people will:

· Be unable to maintain a basic financial existence,

· Be unable to obtain all the back to work benefits to which they are entitled. Individuals who have been unlawfully denied benefits will not appeal as they will not be able to make the case, or get the evidence or present it effectively themselves.
· Be unable to manage their debts and be in a position to seek employment 

· Be unable to heat their homes adequately and suffer fuel poverty
· Be unable to have the ability to eat healthily

· Be unable to keep their property whether rented or mortgaged

· Be unable to be able to afford to pay their council tax

· Turn to doorstep lenders, loan sharks and payday loans. 
· Turn to food banks

· Experience increased mental health issues. There is direct correlation between personal finance issues with mental health and relationship breakdown
· Be unlawfully dismissed from employment will have nowhere to go and will end up claiming benefits 
There is a high risk to the transition to Universal Credit locally should the CAB service – the first point of contact for many clients – be reduced due to proposed cuts. Research by Citizens Advice in 2013 identified that 92% of clients needing to make the migration to Universal Credit will need support with budgeting, banking, staying informed and getting online. 38% of people need help in all five areas. No single locality, age-group, gender or employment status was an accurate guide to whether or not that individual can cope with the changes – help is needed across the board.

The CAB deals with all these enquiry areas, taking a holistic, client-centred approach to resolving interrelated issues. No other agency in Manchester can offer this free advice service; Age UK don’t have the resources; solicitors with the loss of legal aid and criminal legal aid can no longer afford to undertake high levels of pro bono work and in any case do not specialise in benefits or debt. Legal firms in the city are unable to make a profit since legal aid was withdrawn, are therefore signposting more and more people to CAB for welfare, debt and housing advice.  

The assumption and belief that Social Registered Landlords will help to fill the void is seriously flawed, because they don’t have the capacity to provide all the advice needs of their tenants and therefore tend to focus on advice that helps to secure their rental income. 54% of all complex issues of debt and benefits referred to Manchester CAB were tenants of social landlords. This proposal removes the option of choice for a social landlord tenant to seek trusted, independent and impartial advice. 

Thousands of residents will end up at their Member of Parliament’s or Ward Councillor surgeries who are not legal experts. However, there will be nowhere else for them to refer such people.
The effect on people using the services, who are disproportionately on a low income, will be devastating.  


	Funding cuts from other sources impacting this service - Manchester Citizens Advice Bureau
Assuming 75% reduction in funding to CAB [saving c.£900,000 from £1.2 million]
This proposed level of cut would seriously affect our ability to demonstrate our long-term financial stability to existing funders and there would be a critical risk to all external contracts 

· Loss of £ 662,127 through 140 trained volunteers who would no longer be able to deliver their annual 64,000 hours of advice (Costed at the minimum wage) 

· £ 1.4 million of external funding would be withdrawn including

i) Money Advice Service contract (Sub-contracted to Manchester CAB through Citizens Advice Nationally) £ 278,769 per annum (£ 557,538 over the 2 year contract)

ii) British Gas: Fuel Poverty Team - £ 240,000 – 1 year until March 2016

iii) Legal Aid Agency: £ 175,970 (£ 351,940 over 2 years) – Please note that no other agency would be able to bid for this money as it is let on the basis of a CAB permanent presence in Manchester

iv) Healthwatch: £ 80,000k – 1 year until March 2016  

v) Benevolent Fund Contracts - £ 50,000 per annum

vi) BIG Lottery Funding - £ 80,000K

vii) A Santander Bank - Debt Relief Order Unit in Manchester(Sub-contracted to Manchester CAB through Citizens Advice Nationally)  £ 197,000

viii) A Royal Bank of Scotland - Physical contact centre contract £ 40,000                                                  (Sub-contracted to Manchester CAB through Citizens Advice Nationally)

We estimate a further loss of £ 800,000 from lost future funding opportunities.

Assuming a 50% reduction in funding to CAB [saving c.£600,000 from £1.2 million]:

As above major implications for MCABS reputation as a financially secure organisation
· The instability of our funding would have an adverse effect on our ability to bid for and secure future contracts

· MCABS may not have the infrastructure to be able to participate in the wider Citizens Advice network developments that would benefit the city of Manchester.


	What mitigation have your considered (redesign/ reconfiguration / reduced service offer)

Assuming 75% reduction in funding to CAB [saving c.£900,000 from £1.2 million]
As the proposed cut will affect the service currently funded by City Council, our other sources of funding and future funding there is little option for redesign with a 75% cut. 
The organisation will not be viable and our reserves will not be sufficient to meet all our commitments such as leases, notice periods and fulfilment of contracts.
We would add that we do not see the logic of targeting the £ 300K at private tenants. This group of people access our Legal Aid contract for housing advice and our Money Advice Service contract for debt advice. Both our Legal Aid and Money advice contracts will be withdrawn from Manchester.

Assuming a 50% reduction in funding to CAB [saving c.£600,000 from £1.2 million]:

Under the current citywide contract Manchester CAB has been able make significant changes to the previous fixed premises delivery model. Our universal telephone and digital first approach has made us a more accessible and more effective for service for Manchester residents. Clients in the greatest need can then be seamlessly moved on to our range of external funded specialist teams in housing, debt, benefits and fuel poverty, worth £1.6 million.  These changes have provided the platform to make further refinements which would enable a significantly reduced CAB service to continue to be delivered under a 50% cut. The mitigating measures we would need to take and the extent of the reductions in our locality based face-face advice have been detailed in the previous sections. Essentially for £600,000 33% of our current customers would lose access. 


	Equality Impact - Manchester Citizens Advice Bureau
“Access to justice is one of the cornerstones of a free and civilised society. It is vital that everyone – particularly the most vulnerable - is treated fairly under the law, no matter who they are, how much money they have or where they live.”

Manchester CAB data on current service users shows that the majority of our clients, are on low incomes, or have a physical or mental disability, or are long term sick, or are women, or are black and minority ethnic. These groups experience higher than average rates of unemployment, debt and homelessness. 
Service user monitoring for 2013/14 showed that:

• 56% of service users were women 

• 40% were BME (significantly higher than recorded in the Census 2011 for Manchester), 

• 25% were disabled people (higher recorded for those people in Manchester whose day to day activities are limited)

• 13% were older people 

Therefore the proposed cuts will have a disproportionately adverse impact on a number of groups in Manchester protected under equality legislation will no longer be able to access an advice service including:

· People who live in their own home but are on a low income or benefits

· The long term sick or disabled

· People whose first language is not English

· People with complex needs

· Women

There will be no alternative or complimentary services for the majority of these people to access

We therefore submit that if the Council implements the proposed cuts it will  undermine its own commitment to the principles of equality and to the combating of societal prejudices by not
· promoting equality of opportunity and good relations between people of different racial groups and the need to promote equality between men and women
· promoting equality of opportunity between disabled people and other people, the need to take steps to take account of disabled people’s disabilities, the need to promote positive attitudes towards disabled people and the need to encourage participation by disabled people in public life. 

At the same time we are informing the Council through our monitoring returns
that we are seeing increasing numbers of people accessing the services and support we provide as the recession and welfare benefit reforms continue to impact, people from particular equalities communities continue to be over represented within this numbers. 


	Any other information

The changes are not only diametrically opposed to all the empowerment, self-help, prevention and early intervention aims and objectives of the City-Wide Advice Service but can be proven to be economically unsound
Financial impact on the local economy, Council and individuals

Our holistic advice subjects, such as housing and employment support, helps to avoid substantial costs for organisations and individuals in Manchester. For example:

· Research suggests the annual cost to the Council of £7,000 for each homeless person. This includes the cost of a failed tenancy, temporary accommodation, outreach and advice services, health and criminal justice services and resettlement. As this year we have helped144 people to avoid homelessness each year, we save the Council at least £ 1,008,000 per annum.

· The same research finds an individual’s lost economic output while out of work is estimated at £230 per week. Even if only 10% of the 865 clients we supported with employment advice in the last 6 months retained their jobs for 12 weeks, we are maintaining economic output levels of around £ 238,740 in Manchester.
In the first two quarters of this year, the Council funding service has allowed us to:

· Directly improve the financial position of individuals by £ 2.8 million
· Charlestown, Harpurhey and Longsight were the wards achieving the highest financial gains, demonstrating the organisation’s ability to be reaching those in the most deprived areas of our community. In these three wards, the financial outcomes for the first two quarters totalled over £500,000; worth almost 45% of the value of the current Council contract to the CAB. 
· The multiplier effect of spending by benefits recipients is estimated to be 1.6, with people on benefits level income spending their money locally and immediately.  This means that the £2.3 million in benefits gained through the City-Wide Council funded service in the first six months is worth £3.7 million to the local economy.(We extrapolate this to be over £7 million by year end)

· The total Social Return on Investment of the City-Wide Council funded service is 9 pounds for every 1 pound invested  - projects/volunteers/CAB Brand and resources
The money gained for clients goes directly back into the overall economy of Manchester. However these financial gains would no longer be delivered for this volume of clients and the monies not fed into the local economy.
Non-payment of council tax and rent will also lead result in increased evictions and costs to the city council.
Wider impact of Manchester Citizens Advice Bureau service

1) Community wellbeing rests on individuals having a good standard of housing, employment, equality, feeling of self-worth, relative prosperity and a voice if discontent – the CAB service helps people to achieve these aims by (figures are the number of issues dealt with in 2012/13):

· Preventing homelessness 

· Increasing take-up of benefit/services 

· Reducing worklessness and improving working conditions (811 employment issues)

· Identifying and acting upon inequalities

· Enhancing quality of life for children and families – strengthening communities

· Improving health and wellbeing

· Encouraging self-help and independence

2) There is significant research to evidence that people experience multiple problems and that each time a person experiences a problem, they become increasingly likely to experience additional problems. This same research also looks at problem clusters and trigger problems, for example, where divorce is the primary problem related problems can exist around money, children, housing and a range of other issues.  

3) Timely advice stops problems spiralling out of control. One event such as losing a job can lead to debts, rent arrears, eviction, stress and even family breakdown. Advice can stabilise someone’s financial situation and avoid homelessness, which as well as the benefits to the individuals and families involved, saves the Council money in re-housing, benefit payments and health costs.

4) Advice Services have been disproportionately cut since 2010. In 2009 / 10 the advice budget in Manchester was approximately 3.5 million. If these cuts are implemented this will have been reduced to either £ 300,000 or £ 600,000
5) Chuka Umunna called the CAB this country's fourth emergency service at the CAB 75th anniversary party at the Labour Conference in Manchester this year. 


Please return by email to Mike Gorman by the end of 13th November 2014
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