Hillingdon and Ealing Citizens Advice ' .

We live in difficult times. Together
with the worst economic conditions
in many years, we are witnessing an
unprecedented loss of public trust
and confidence in institutions such
as banks and even Parliament.

However, in these conditions the profile and
reputation of the CAB service is higher than ever
and our own organisation is heading for a record
year in terms of service delivery to meet the high
levels of local need for advice by people affected by
the downturn and unsustainable personal debt.

There are no signs that this is abating but with the
support of our main funders we have been able to
make substantial progress in meeting these needs.

Openness to innovation and the possibilities of new
technology are an important part of our ongoing
commitment to improving access to advice.

This newsletter highlights some of the changes we
have made recently to this purpose. Our three
bureaux are now open more hours than ever before
and the ways of contacting us have multiplied.

Our advisers are also available at more outreach
venues, our telephone advice line is open more
hours and requests can be made via our website,
www.hillingdoncab.org.uk.

Increase in Debt Issues Advised on from
April to November 2008 and 2009
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In the New Year we look forward to continuing the
work with our partners to minimise the impact of the
recession locally and to help develop the best ways
possible to speed the community’s recovery.

Heather Brown (Director)
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HECA is the top-performing
CAB service in London this year
for social policy evidence — used
by Citizens Advice to campaign
for improvements to national
policies and services.

At a time of public disaffection
and planning to cut costs our
evidence is helping to give a
voice to the most vulnerable.

This year information from our
unique evidence base has been
more in demand than ever and
this is a development we will
continue to encourage.

The financial benefits gained for
our clients have risen 33% and
other positive outcomes, such
as negotiating affordable and
token debt repayments, averting
bailiff action and repossessions
etc are currently up by 53%.

Increase in Financial Gains achieved for CAB Client s
from April to Sept. 2008 and 2009
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CAB plans to meet the advice needs of
local people affected by the impact of the
economic downturn are well advanced and
with an additional 9 staff and 17 new
volunteers we are now delivering:

Uxbridge CAB Reception open 4 days
per week from 9.30am — 4.00pm

Ruislip CAB open 4 days per week

Internet-based requests for telephone
advice linked to the LBH website

An additional day of telephone advice
and additional information sessions

Independent Money Advice as part of
the Mortgage Rescue Scheme

So far we have achieved a 28% increase in
advice issues and a 33% increase in
additional income gained for our clients. -

Non-financial positive outcomes such as
bailiff action and repossession averted are
heading for a record 500+ in the year.

If we can sustain this then we are likely to
gain over £1.5 million in additional income
for clients and to provide assistance with
£15 million of problem debt in 2009-10.

From November we are
running a new service to
THREE VALLEYS help poorer customers of
WATER TRUST  Three Valleys Water Ltd
access charitable assistance.

Referrals can be made by emailing
tvw-help@hillingdoncab.org.uk
or leaving a message on 01895 277310.
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In Hillingdon for 70 years!

In September 1939 the first 200 CABx
opened to meet the needs of the civilian
population in war-time and branches in
Ickenham and Hayes were among them,
followed by a Ruislip-Northwood branch
in 1940 and West Drayton in 1941.

At our AGM in October volunteers put
on displays for every decade, wearing
period dress and even making food to
war-time recipes for the curious to try.

Our own records (still in existence) show
that we were providing help locally with
lost ration books, homelessness,
missing relatives, evacuation and debt.

A public information film from the 40s
was screened to much interest, showing
that while ‘cut glass’ accents have
passed into history many underlying
social problems have remained, even if
in changed form.

Over 2,000 volunteers in Hillingdon
have made the achievements of the
local CABXx possible over the seven
decades to date and it is testament to
the enduring appeal of our ‘Aims and
Principles’ and the reputation of our
training that volunteers are coming
forward in ever greater numbers.




A Subprime Mortgage Lender threatens a struggling s
repossession and is taken to task by the Financial

ingle mother with
Ombudsman

A 49 year old businesswoman and

single mother of two children  came to
Uxbridge CAB in March 2009 for help
regarding her financial situation. Due to a
relationship breakdown and her business
failing the client had fallen behind on her
mortgage payments; she had mortgage
arrears of £5,826 and unsecured loans
and credit card debts of £18,881

When she came to the CAB, her Mortgage
Lender was demanding that she cleared
the arrears in full otherwise repossession
action would commence. The Lender was
also threatening to add a Litigation
Management fee of £115 per month whilst
the account was in arrears.

The client was very concerned by this
because the Lender had already agreed to
capitalise the arrears until her situation
improved, provided she paid the £506
shortfall on her mortgage. She paid this
every month without fail but the Lender still
rescinded on their agreement.

To assess her financial situation, our
Adviser helped the client to complete a
Budget, and based on her very limited
income (she was in receipt of Income
Support, Child Benefit and Child Tax
Credits as well as receiving some Support
for Mortgage Interest payments from the
government) it became apparent that she
could afford to sustain payments of £50 per
month towards the mortgage arrears.

On 23" March, our
Adviser (pictured left)
wrote to the Lender to
negotiate a repayment
plan but did not get a
response until 11" June
2009, despite numerous
follow up contacts. It
appears that the Lender was using

delaying tactics to avoid responding to
the payment proposal, for example, they
delayed scanning the client’s Letter of
Authority onto their system for several
weeks, which meant that the case could
not be discussed with our Adviser.

The Lender also purposely entered the
claim for possession at Wealdstone
County Court, outside of the client’s
local area, and rang the client on a
weekly basis demanding that she
cleared the arrears balance in full.

Our Adviser therefore empowered the
client to make a complaint to the
Financial Ombudsman Service (FOS)
regarding how unfairly she had been
treated and the Lender’s reluctance to
offer her any hardship tools.

In a letter to the Lender and the FOS,
the client expressed her frustration by
saying ‘Il felt pressurised and
harassed by the Lender; this put me
under immense stress, and it has
affected my emotional and physical
health. This has caused so much
disruption to my life’.

As a result of the complaint, the
Financial Ombudsman ruled that the
client was unfairly treated by her Lender
and instructed them to withdraw the
court case. The Lender was ordered to
pay the client £250 compensation for
the stress caused and £700 of penalty
charges were written off . The Lender
finally agreed to accept the affordable
payment proposal of £50 per month
towards the arrears .

Our client was elated with the decision
and felt like a huge weight had been
lifted off her shoulders as the family are
now able to stay in their home.




