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Our Citizens Advice (CA) offices in Torridge, operate as a local independent charity, providing 
free, confidential, impartial and independent advice to everyone in the Torridge District of 
Devon. Our offices in Torridge are located in Bridgeland Street, Bideford, the Training & 
Business Centre in Holsworthy and Castle Hill in Torrington. Due to the pandemic and the 
implementation of a lockdown, in March this year we took the necessary steps to close all our 
offices for face to face work and transferred all our efforts into providing a high-quality service 
for North Devon residents through our telephone (Advice Line) or Webchat services. These 
services have received a dramatic increase from clients choosing to contact us in this way In 
addition we logged 42,388 visits to our local website, where people can search for advice 
themselves. The service in Torridge makes a huge contribution to the local community and in 
the first 6 months of 2020/21 we have generated £330,425 of income gain for our clients, 
brought back into the Torridge economy. 

Our “Help to Claim” service, for those who need help to apply for Universal Credit in Torridge, 
North, Mid & West Devon has been incredibly busy with clients throughout this period. We 
have also begun work on a Debt project funded by the Henry Smith charitable Trust which 
funds a team of 4 staff to provide targeted help and support for residents with debt problems. 
This is in addition to our existing debt project and in anticipation of an increase in demand for 
debt advice over the next few months as the economic crisis deepens.  

We have a number of ongoing projects which clients can benefit from depending on their 
circumstances. 
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Gender Breakdown 
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What our clients say about us… 

 

“I felt supported and I was given the time to explain my problem. 

The person helping me is respectful and non-judgmental and has 

explained my options in detail She is continuing to help me which 

has helped with my anxiety and stress I am very grateful for this 

service” - Anonymous Client  

 

After receiving our support clients felt…  

 

 

 

Since April 2020 our Torridge volunteers have donated time equated to an amazing £72,185 
(according to National Citizens Advice calculations). There is a great value to the benefits of 
volunteering, 9 in 10 of our volunteers have an increased sense of purpose or self-esteem, 4 in 5 
believe volunteering has had a positive effect on their health and 9 in 10 feel more engaged 
with their community. 

Research and Campaigns: Generating Evidence and campaigning 

for change for Torridge Residents  
We generate evidence based on common enquiries that our clients come to see us about. We 
harness this evidence and use it to campaign to Government at a National and local level. We 
do this in order to help make society fairer and improve the policies and practices that directly 
affect people’s lives. In the past 6 months, we have generated 18 evidence forms in Torridge. 
Some of the issues raised included claiming for Universal Credit, debt, Personal Independence 
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Payments (PIP), Employment Support Allowance (ESA), Job Seekers Allowance (JSA), energy 
suppliers and housing. 

The funding to operate our core service is helped with a grant from Torridge District Council 
and Devon County Council (via CA Devon). We also receive donations from Bideford, 
Holsworthy and Torrington Town Councils along with local Parish Councils. We apply for grants 
for our core service and for projects and these include specific locally focused funders like the 
Bideford Bridge Trust. We also continue to look at alternative funding streams, including local 
fundraising and online donations.  

Recent Case Study (Provided anonymously by one of our Debt 

Advisers):  
Client first contacted Citizens Advice in February 2020. She presented with a complex history 
of trauma, and confirmed diagnoses of a number of physical and mental health issues. She also 
deals with severe anxiety, particularly in relation to telephone calls, as she relies heavily on non-
verbal and body language communication to establish relationships.  
During our initial meeting, conducted face-to-face, client was asked what she wanted to get 
out of her appointment. She admitted that she was feeling very overwhelmed, didn’t know 
where to start in terms of getting herself back on track, and that if she “was being completely 
honest” what she really wanted was for someone to “take things off [her] plate”. It was then 
agreed that we would carry out casework on her behalf.   
Initially, a Debt Relief Order (DRO) looked to be the best option for client as she had limited 
income and no means of repaying her debts, and no assets to speak of. Client felt that the 
negative impact insolvency would have on her credit score would actually be advantageous, as 
she told me that her conditions had in the past led to periods of uncontrolled and unaffordable 
spending. As well as this, a successful DRO application would mean that client would no longer 
be hounded by her creditors, and, once completed, she would have the “fresh start” she 
needed. However, after an initial referral to our DRO Unit, the client struggled with 
communicating via the phone.   
At this stage the Coronavirus pandemic had developed and the national lockdown had been 
implemented, and all face-to-face provision had to be suspended. Fortunately, a good level of 
trust had already been established, and on the occasion’s the client wasn’t able to 
communicate via telephone due to periods of poor mental health, clear and concise 
communication via email allowed us to put in place a plan moving her forward.    
I explained to client that if she was prepared to disclose some or all of her circumstances to 
her creditors we could ask them to consider formally writing off her debts. It was agreed that 
we would contact her Mental Health Practitioner to obtain a Debt and Mental Health Evidence 
Form (DMHEF). We would then draft letters to her creditors explaining her situation, and send 
copies of A’s DMHEF and her Standard Financial Statement, showing that she was both 
extremely vulnerable, and had no means of repaying her debts in a reasonable timeframe.    
  
The case is ongoing as some of her other creditors continue to consider their position, however 
we have already confirmed a write-off of several thousand pounds.  Now the client can see light 
at the end of the tunnel she is in regular contact for updates on how her case is developing.    
.    
 


