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Chapter 1 - The Early years
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For more than 65 years an Exeter charity has been helping people. 
Often giving a voice to those who otherwise would not have one; 

giving advice with life-changing consequences.
   When Exeter Citizens Advice Bureau was 
established in the city in 1947 it was a time of 
great change. The city was recovering from the 
German bombardment with huge swathes of 
buildings damaged beyond repair.
   Here was an organisation offering free, im-
SDUWLDO��QRQ�SROLWLFDO��FRQ¿GHQWLDO�DGYLFH��KHOS-
ing people to resolve their legal, money and 
other problems at a time when they most need-
ed it. It continues to do the same today and is 
as much, if not more, in demand in these times 
RI�ZHOIDUH�UHIRUP�DQG�¿QDQFLDO�XQFHUWDLQW\�
   The years following the Second World War 
were a time of change in many ways; the intro-
GXFWLRQ�RI�WKH�ZHOIDUH�VWDWH�VDZ�WKH�ÀHGJOLQJ�
1DWLRQDO�+HDOWK�6HUYLFH�WDNLQJ�LWV�¿UVW�VKDN\�
steps, rationing was still in place and would be 
for many years, but it was also a new dawn and 
a time of hope for the citizens of Exeter.
   With the aid of a £200 grant from Exeter 
City Council a group of philanthropic residents 
established the Citizens Advice Bureau, as the 
lead organisation in the Exeter Council of So-
cial Service (ECSS). Based at Morwenna, in St 
David’s Hill, this organisation encompassed the 
CAB, Old People’s Welfare, the Legal Advice 
Centre and Neighbourhood Development.
   This newspaper cutting from the Western 
Times of Friday October, 11, 1946, records the 
beginnings of the CAB when the service was 
launched at a meeting in the city’s Guildhall.
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7KH�VHUYLFH�RSHQHG�WKH�GRRU�WR�LWV�¿UVW�FOLHQWV�LQ�������GHDOLQJ�ZLWK�
issues ranging from war-related questions, to housing and employ-
ment.
���7KH�RUJDQLVDWLRQ¶V�¿UVW�DQQXDO�UHSRUW�RI�$SULO������UHFRUGV�KRZ�
it had established itself as a ‘real force in the service of the city’ 
and demonstrated ‘examples of what can be done making use of 
WKH�JRRGZLOO�LQ�WKH�FRPPXQLW\¶���VRPHWKLQJ�ZH�VHH�UHÀHFWHG�LQ�WKH�
bureau today, with its team of volunteers working alongside paid 
employees.
���:RUGV�ZULWWHQ�E\�)UDQN�1HZFRPEH��WKH�¿UVW�
chairman of the ECSS, reinforce the importance 
of the organisation in 1947 and give a glimpse to 
its relevance in the future. He stated:  ‘It is the 
spirit and enthusiasm in which this great volun-
tary work is undertaken by the various commit-
tees that matters.
   ‘The coming year will see the beginning of 
great schemes of social welfare – the National 
Health Service Act, the National Insurance Act 
and the National Assistance Act; and some peo-
ple express doubts whether voluntary societies 
FDQ�VWLOO�¿QG�D�XVHIXO�VSKHUH�RI�DFWLRQ�
   ‘We believe that they can, and that, as the State takes more and 
more responsibility in social matters voluntary agencies can turn to 
QHZ�DQG�XQH[SORUHG�UHJLRQV�RI�VHUYLFH��:H�ORRN�IRUZDUG�ZLWK�FRQ¿-
dence to the value of our work.
   He concluded: ‘In the near future we hope to break new ground – 
LQ�WKH�FXOWXUDO�¿HOG��IRU�LQVWDQFH�±�DQG�WR�JR�RQ�DV�WLPHV�DQG�QHHGV�
change, working for the good life of the citizens of Exeter.’
  And the organisation continues this work today, offering impartial, 
IUHH��DQG�FRQ¿GHQWLDO�DGYLFH�DQG�PRUH�WKDQ����\HDUV�ODWHU�±�LQ�WKH�
words of Mr Newcombe – ‘working for the good life of the citizens of 
Exeter’.
  Audrey Deacon was appointed as secretary in January 1947 on a 
VDODU\�RI������D�\HDU��6KH�VDLG��µ7KH�RI¿FH�>LQ�6W�'DYLG¶V�+LOO@�FRQ-
sisted of one poorly heated room in an otherwise unoccupied house. 
It had no lavatory of its own and this became distinctly awkward  
when tenants had moved in and permission had to be sought for 
use each time.
  ‘The wallpaper was particularly hideous – dark green and dark 
brown with red splodges. The room was very cold being heated 
by only an electric contraption of strange design lent by the chair-



man...during the winter I used to work in outdoor coat and sheep-
skin boots, a tweed suit and two jerseys, plus mittens.
  ‘The queries ranged from muddles about hire purchase commit-
ments to sheer poverty.’ Records reveal how Mrs Deacon helped a 
widow who was very anxious about her daughter who was living 
abroad and suffering from tuberculosis. The woman was ‘a widow 
and had lost two sons and a daughter and most of her relations 
and was in a very run down and miserable state.’ Mrs Deacon gave 
her ‘welfare food’ provided by the Red Cross and persuaded her to 
visit her doctor. She was later able to provide news of the daughter 
through an international social work agency.
��7KH�YHU\�¿UVW�&LWL]HQ�$GYLFH�%XUHDX[�ZHUH�ODXQFKHG�DFURVV�WKH�
country in 1939 at the outbreak of the Second World War. They 
operated from town halls, shops and even people’s homes. After the 
war this funding was withdrawn and as a result many of the original 
bureaux closed. However, demand for a service offering indepen-
dent advice on a huge range of issues continued and by 1952 there 
ZHUH�DURXQG�����&$%�RI¿FHV�DURXQG�WKH�FRXQWU\��XVXDOO\�ZLWK�WZR�RU�
WKUHH�PHPEHUV�RI�VWDII�DQG�VXSSRUWHG�¿QDQFLDOO\�WKURXJK�FKDULWDEOH�
trusts.
   An article from The Economist of August 30, 1952, recorded how 
WKH�RI¿FHV�ZHUH�VWDIIHG�E\�µFDSDEOH�DQG�V\PSDWKHWLF�SHRSOH¶��PDQ\�
of whom were voluntary workers, and how the centres ‘rapidly ac-
quired a vitality and popularity be-
yond all expectation’.
   The article went on to state: ‘With 
WKH�UHWXUQ�RI�SHDFH��ZLQGLQJ�XS�>WKH�
RI¿FHV@�ZDV�SRVWSRQHG�IURP�\HDU�WR�
year. Local charities stepped in as 
government funds were withdrawn 
and as local charities felt the strain 
local authorities began to vote dona-
tions.
   ‘All, however, have the strongly 
independent character of voluntary 
social service, which is preserved by 
their extensive use of part time vol-
unteer workers’.

TKH�¿UVW�FKDLUPDQ�RI�WKH�([HWHU�
CAB was Arthur Kettlewell, who 

took on his role at the foundation of 
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RI�([HWHU�&$%���D�SRVLWLRQ�KH�KHOG�IRU����
years



the group and contin-
ued to lead it until the 
early 1970s. He was 
supported in his work 
by a committee of 15 
local men and women.
   Mr Kettlewell was 
born in Knaresborough, 
Yorkshire, in 1905. 
He came to Exeter to 
become headmaster of 
the Royal Exeter School 
for the Deaf in 1944.
  His wife, Elizabeth, 
who he married in 1929, served as the school’s matron. He retired 
from the deaf school in 1965, but continued in his role as chairman 
of the CAB until 1973, when he was succeeded by George Simey.
���+H�ZDV�H[WUHPHO\�ZHOO�UHVSHFWHG�LQ�KLV�¿HOG�DQG�GXULQJ�KLV�FDUHHU�
he was awarded an OBE for his work with deaf children. He also 
served as a Justice of the Peace at Exeter Magistrates Court. 

TKH�EXUHDX�¿UVW�RSHQHG�WR�WKH�SXEOLF�HYHU\�PRUQLQJ�DQG�WZR�
afternoons a week, but a pressing need meant it quickly had to 

LQFUHDVH�WKHVH�RSHQLQJ�WLPHV��WR�VHH�SHRSOH�¿YH�GD\V�D�ZHHN��,Q�LWV�
¿UVW�\HDU�LW�GHDOW�ZLWK�������HQTXLULHV��&KDQJHV�LQ�WHFKQRORJ\�RYHU�
those 65 years have dramatically altered how we obtain our infor-
mation, yet some of the enquiries remain strikingly similar to this 
day.
  
Some of the questions put to Exeter Citizens Advice Bureau in that 
¿UVW�\HDU�WUXO\�UHÀHFWHG�WKH�WLPH��WKH\�LQFOXGHG�

• +RZ�FDQ�,�JHW�P\�*HUPDQ�¿DQFpH�WR�(QJODQG"
• :KHUH�FDQ�,�KDYH�VRPH�/DWLQ�GRFXPHQWV�WUDQVODWHG"
• &DQ�\RX�DUUDQJH�IRU�VRPHRQH�WR�YLVLW�P\�PRWKHU�DQG�OHW�PH��

NQRZ�KRZ�VKH�LV"
• :LOO�\RX�KHOS�PH�¿OO�LQ�D�SHQVLRQ�DSSOLFDWLRQ�IRUP"
• ,�KDYH�MXVW�UHWXUQHG�IURP�+RQJ�.RQJ��:KDW�ZLOO�P\�SRVLWLRQ�

EH�XQGHU�WKH�1DWLRQDO�,QVXUDQFH�$FW"
• &DQ�\RX�KHOS�PH�WR�WUDFH�D�IULHQG�ZKRVH�DGGUHVV�,�KDYH�ORVW"
• :KHUH�FDQ�,�DSSO\�IRU�D�SHUPLW�WR�EXLOG�D�KRXVH"
• +RZ�FDQ�,�VHQG�FORWKLQJ�WR�(XURSH"

7KH�¿UVW�FRPPLWWHH�RI�([HWHU�&LWL]HQV�
Advice Bureau was made up of the 
following people: Mr W J Elliott, Capt G 
Evered, Miss D Bradbeer, Mr R L Darch, 
Mr C A Dare, Mr A Denning, Col H D 
Drew, Miss N Gough, Miss I M Harkell, 
0U�$�6SHQFHU�+RZDUG��0UV�*ULI¿WK�
Morgan, Mrs F P Nicholls, Mrs M Pol-
lard, Mr N S E Pugsley, Mr A H Roberts, 
Miss O Rudd, Mr G A Saunders, Mrs E 
E Tinkham, Mr L R West.
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In those early days there was even contact from ‘the other side’.
  A Western Morning News article from November 1947 recorded 

how a family living in Looe in Cornwall used supernatural methods 
to contact the Exeter bureau.
   The article told how Olive Dewsbury from Looe 
was unable to make contact with her nephew 
John Bowden, who had been left almost £1,000 
by his aunt.
   After trying unsuccessfully to locate him she 
KHOG�D�VpDQFH�XVLQJ�D�SODQFKHWWH�WR�¿QG�RXW�
ZKHUH�KH�ZDV��$�SODQFKHWWH�ZDV�D�VPDOO�ÀDW�
piece of wood on castors with a pen or pencil 
attached.  
  Planchettes had been very popular 
in Victorian times producing mysterious mes-
sages as though communicating with the 
‘spirit world’.
   According to the newspaper article, Mrs
Dewsbury had lost touch with her nephew 
in the 1920s. It said: ‘For over 20 years Mrs 
Dewsbury and Mr Bowden’s other aunts had 
wondered what had happened to him. They 
last saw him as a baby, just after his father
had been drowned in the Looe river’.
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Picture courtesy 
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   In the newspaper article she said the reason she had written to 
the town clerk, who had told her to contact the CAB, was ‘an unusu-
al one’.
   She added: ‘A neighbour and a friend experimented with a glass 
used as a planchette and we asked it questions. When we said 
µFDQ�\RX�KHOS�XV�¿QG�WKH�ER\��-RKQ"¶, it spelt ‘write’, when we said 
µZKHUH"¶�it replied ‘Exeter’.
   The article didn’t record how the Citizens Advice Bureau was able 
WR�¿QG�0U�%RZGHQ��EXW�LW�DSSHDUV�LW�ZDV�VXFFHVVIXO�DV�LW�HQGV�ZLWK�
fact that ‘the request was answered when Mr Bowden and his wife 
walked into the bureau’.

In 1947 the people of Exeter were still picking up the pieces after 
the Second World War. Large areas of the city were bombsites, 

rationing would be in place until the 1950s and day-to-day life was 
hard for many.
   Thomas 
Sharp’s plans 
for rebuilding 
the city were 
exhibited in this 
year and tempo-
rary shops were 
established in 
Sidwell Street.
  Exeter resident 
Maurice Foster 
recalls the impact 
of the Second 
World War on the 
people of Exeter.
   Maurice, who 
was born in the 
city in 1924, left 
school at 14 to 
work at the Dev-
on and Somerset 
stores in the city 
centre – ‘Devon’s 
Fortnum and Mason’. 
   He vividly remembers the night of the Blitz. ‘I 
was in Exeter on the night of the Blitz and I was 
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([HWHU�KRXVHZLYHV�DUH�SLFWXUHG�DERYH�
TXHXLQJ�IRU�WKHLU�PHDW�UDWLRQ�DW�WKH�&RZLFN�

6WUHHW�EXWFKHUV�-�/HWKEULGJH�DQG�VRQV��
Picture: Tony Lethbridge/Exeter Memories
0DXULFH�)RVWHU��ULJKW���UHPHPEHUV�WKH�

QLJKW�RI�WKH�%OLW]�LQ�([HWHU



living in Whipton. After the all 
clear I walked into Exeter as 
far as I could with my friend 
because we both had grand-
parents living near the centre 
of Exeter, fortunately they 
were alright.
   ‘Exeter was in chaos, the 
whole place was alight with 
incendiary bombs. Unless you 
were part of the rescue teams 
you could not go any further.
  ‘What I remember particularly is we walked up over Pinhoe Road 
and one of the houses had been blitzed; there were some casualties 
and there was no communication to get the emergency services out, 
and as two young 17-year-olds, they asked us to go to Old Tiverton 
Road where there was headquarters of the emergency services and 
ask them to send out the ambulance.’
  Maurice added: ‘We got very used to air raid sirens, it wasn’t just 
the night of the Blitz, there had been raids and air raids before then.
  ‘We had what was known as a steel table which you put in the liv-
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:RPHQ�ZRUNLQJ�LQ�D�EXUHDX�DURXQG������DQG��EHORZ��D�KRUVH�ER[�VHUYHG�DV�D�PRELOH�&$%�
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ing room in place of the ordinary table and you crawled underneath 
and hoped for the best.’
  Following the Second World War, work started on rebuilding the 
city, with many damaged buildings being demolished.
Maurice said: ‘Unfortunately, immediately after the Blitz a lot of 
demolition took place which needn’t have taken place, but it was the 
easiest and probably the safest thing to do. Lots of buildings were 
damaged and they could have been repaired.
  ‘Instead of that the city council employed Thomas Sharp who drew 
up a complete new plan for Exeter and what we have in Exeter now 
are the bones of what he suggested. One or two major things the 
city council couldn’t afford in the end, but basically it was what he 
drew up.’
��7KH�ZLQWHU�RI���������ZDV�RQH�RI�WKH�FROGHVW�RQ�UHFRUG���HYHQ�WKH�
River Exe froze. At the Citizens Advice Bureau demand for advice 
continued to grow and it became apparent that it could no longer 
RSHUDWH�HI¿FLHQWO\�IURP�LWV�ORFDWLRQ�LQ�6W�'DYLG¶V�+LOO�DQG�QHZ�SUHP-
ises were needed. So the bureau, alongside its fellow organisations 
in the Exeter Council of Social Service, began looking for a new 
home in the city.
  The search was a success and in 1950 the CAB moved from St 
'DYLG¶V�+LOO�WR�6XQ�6WUHHW��VHWWLQJ�XS�DQ�RI¿FH�LQ�D�1LVVHQ�KXW�RQ�D�
bombsite. This little street, which no longer exists, was an exten-
sion of Preston Street, tucked away off South Street. Its houses 
were destroyed in the air raids of May 1942 and the area rebuilt in 
the 1950s. Mr Newcombe said: ‘Our new premises are spacious and 
perhaps even more important are centrally situated’. That year the 
organisation received a substantial donation from the St Thomas 
Carnival Committee.
  

Times were hard for many families in those post war years and in 
�����WKH�EXUHDX�VDZ�D�KXJH�OHDS�LQ�HQTXLULHV�WR��������0U�.HW-

tlewell explored some of the reasons families contacted the bureau.
  He said: ‘Problems that beset such families are small but if left 
unsolved, they assume such proportions that the parents begin to 
GHYHORS�D�IHHOLQJ�RI�KHOSOHVVQHVV�LQ�WKH�IDFH�RI�PRXQWLQJ�GLI¿FXOWLHV�
��µ9HU\�RIWHQ�WKH�SUREOHP�ZKLFK�EULQJV�WKHVH�SHRSOH�WR�WKH�RI¿FH�LV�
merely a symptom and not the real cause of their troubles.
  ‘A completely misguided allocation of the family income is often 
IRXQG�WR�JLYH�ULVH�WR�GLI¿FXOWLHV�DQG�LQ�D�IHZ�FDVHV�LW�KDV�EHHQ�IRXQG�
that rent arrears have accumulated while a disproportionate amount 
has been spent on food...smoking is accepted in most families and is
10



an essential part of the family 
expenditure.’
  He said the bureau aimed ‘to 
try and remove the immediate 
GLI¿FXOWLHV�WKDW�OHDG�WR�WKHLU�
application for advice and to 
help the husband or wife to see 
more clearly what the under-
lying causes of their problems 
are and try to bring order and 
method into the family budget’.
��)DPLO\�¿QDQFHV�UHPDLQ�KLJK�
on the agenda today with cli-
HQWV�VHHNLQJ�¿QDQFLDO�DGYLFH�
encouraged to complete a bud-
get planner – much like those 
of 65 years ago.
  In his annual report of that 
year Mr Newcombe noted they 
had already outgrown their 
premises in Sun Street: ‘As the 
work grows, the expenses in-
crease – the question of larger 
and more central premises, for 
instance, is becoming really ur-
gent – and we must look more 
and more to the generosity of 
our well-wishers’.
  In the year leading to March 
1953 the bureau saw another 
increase in enquiries to 5,746.
  Families were given help with 
budgeting, the bureau provided 
economical and simple recipes 
and advice was provided on 
household management.
��µ:H�¿QG�WKDW�ZKHQ�VRPH�NLQG�
of order and plan emerge in 
the management of the home, 
the family relationship, and in 
particular, the husband-wife 
relationship improves’.

0XULHO�)RO-
ODQG������
was born 
RQ�WKH�,VOH�
RI�:LJKW��
She came 
WR�([HWHU�
with her 
KXVEDQG�
LQ�WKH�ODWH�
����V�
ZKHQ�KH�ZDV�ORRNLQJ�IRU�ZRUN��DQG�
YLVLWHG�WKH�EXUHDX�ZKHQ�LW�ZDV�
EDVHG�DW�6XQ�6WUHHW�
��6KH�VDLG��³0\�KXVEDQG�KDG�ORVW�
KLV�MRE�LQ�/LYHUSRRO��VR�KH�WKRXJKW�
KH�ZRXOG�FRPH�WR�'HYRQ�WR�ORRN�
IRU�ZRUN�¶¶
��7KH�FRXSOH�KDG�D�GDXJKWHU�ZKR�
ZDV�ERUQ�LQ�������6DGO\�WKH�PDU-
ULDJH�EURNH�XS�ZKHQ�VKH�ZDV�MXVW�
WZR�\HDUV�ROG�
0XULHO�VDLG��µ,�QHHGHG�VRPH�KHOS�
DV�,�ZDV�VWUXJJOLQJ�WR�EULQJ�P\�
GDXJKWHU�XS�DORQH��,�WKLQN�LW�ZRXOG�
KDYH�EHHQ�DURXQG�������WKH\�JDYH�
PH�VXSSRUW�ZKHQ�,�QHHGHG�LW�¶
��/DWHU�RQ�0XULHO�ZRUNHG�DW�WKH�¿UH�
KHDGTXDUWHUV�DW�&O\VW�6W�*HRUJH�
DQG�KHU�GDXJKWHU�DWWHQGHG�ERDUG-
LQJ�VFKRRO�LQ�([PRXWK�±�WKDQNV�WR�
WKH�KHOS�DQG�DGYLFH�VKH�UHFHLYHG�
IURP�WKH�EXUHDX�
��µ,�KDG�VR�PDQ\�SUREOHPV�LQ�P\�
OLIH�DQG�,�XVHG�WKH�&$%�EHFDXVH�,�
IRXQG�WKHP�YHU\�KHOSIXO��,�WKLQN�
LW�LV�D�ZRQGHUIXO�WKLQJ��WKHUH�DUH�
PDQ\�SHRSOH�ZKR�GRQ¶W�NQRZ�\RX�
FDQ�JR�WKHUH�DQG�JHW�LQIRUPDWLRQ�±�
WKH\�DUH�VR�NQRZOHGJHDEOH�¶
��0XULHO��ZKR�ZRUNHG�DV�D�YROXQ-
WHHU�IRU�2[IDP�XQWLO�VKH�ZDV������
DGGHG��µ,I�DQ\ERG\�KDV�D�SUREOHP�
WKH\�ZRXOG�EH�ZHOO�DGYLVHG�WR�JR�WR�
WKH�&LWL]HQV�$GYLFH�%XUHDX�¶

11



  The organisation went on to develop a sewing machine service, 
buying sewing machines and providing lessons for mothers who 
were unable to sew. The women made their own curtains, soft fur-
nishings and clothes and there was soon a waiting list for lessons.
��7KH�HWKRV�RI�WKH�EXUHDX�LV�UHÀHFWHG�LQ�WKDW�\HDU¶V�DQQXDO�UHSRUW��
an ethos that is ever present in the work of the bureau today: ‘We 
believe that time spent in helping families to help themselves is very 
much worthwhile.
  ‘By providing the right type of help at the right time many serious 
problems can be avoided – in other words we believe this preventa-
tive and positive work is an important social service.’
  In 1956 a new chairman, William Slader, who had served as mayor 
of Exeter from 1947-1949, took over at the Exeter Council of Social 
Service following the death of Mr Newcombe.
  A Rent Bill was introduced by the Government in 1957, leaving 
some tenants at the mercy of more unscrupulous landlords, and the 
bureau reported that enquiries were beginning to come in about the 
effect of the new bill.
  And, as it continued its pioneering services, the organisation 
launched its ‘boarding-out scheme’ which worked to house vulnera-
ble elderly people with local families.
  The 1950s saw changes in how we bought our goods with more 
people using credit. Exeter Citizens Advice Bureau reported an 
increase in enquiries regarding hire purchase and ‘club’ accounts, a 
pattern which was set to increase over the coming years.
  Mr Kettlewell reports: ‘It is not unusual for some families to have 
FUHGLW�DFFRXQWV�ZLWK�VHYHQ�RU�PRUH�¿UPV��7KH�JUHDWHVW�WHPSWDWLRQ�
comes to this type of family when they are being rehoused by the 
local authority.
  ‘Their recognition and appreciation of improved housing leads them 
to try and match their new home with new and usually very shiny 
furniture.
  ‘Several cases have come to our notice of parents who have pur-
chased on credit, furniture and mats to the cost of well over £100, 
RQ�DQ�LQFRPH�WKDW�ZDV�EDUHO\�VXI¿FLHQW�WR�PHHW�WKH�SULPDU\�QHHGV�
of the family.’

IQ������WKH�&$%��DORQJ�ZLWK�WKH�RWKHU�YROXQWDU\�JURXSV�LQ�WKH�Council of Social Service, secured new premises; these were right 
in the city centre, at 2 Waterbeer Street. 
��$OWKRXJK�WKH�RI¿FH�ZRXOG�VWD\�WKHUH�IRU����\HDUV��WKH�SUHPLVHV��
which were provided by Exeter City Council, were considered
12



temporary as the site 
had been earmarked 
for development into 
what would later be 
the Guildhall 
Shopping Centre. The building had 
previously been used as the British 
Workman Provident Temperance Hall 
– an alcohol-free public house for 
‘working men’. Maurice Foster remem-
bered it as the location of a ‘social 
restaurant’ – providing for needy peo-
ple in the city.
  He said: ‘Vi, my late wife, was one of the ladies from Southernhay 
United Reformed Church who used to help in the project. After the 
Blitz I believe it was used as a British Restaurant.’ British Restau-
rants were set up in 1940 to provide a nutritious meal for people 
who had been bombed or who had run out of ration coupons.
  Maurice added: ‘In those days Waterbeer Street had a range of 
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RI�WKH�RI¿FH�DW�
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HQWUDQFH



premises including the rear of High Street shops, the back entrance 
of the Guildhall with its barred cell window, several commercial 
premises and the unusual police station building.’
  

Much of Waterbeer Street was destroyed during the war. Violet 
Ginger, who worked at the CAB when it was based there recalls 

WKH�RI¿FH�ZHOO�
��6KH�VDLG��µ7KH�RI¿FH�ZDV�LQ�D�KRXVH�
behind what became Woolworths; it 
ZDV�RQ�WKH�¿UVW�ÀRRU�DQG�EDVHG�LQ�WZR�
or three rooms. Next door was a bomb-
site where we used to park our cars, 
but later this was developed.’ 
  Violet worked for Exeter CAB during 
its time at Waterbeer Street and when 
LW�¿UVW�PRYHG�WR�:\QDUGV�
  Her young boys were at school and 
she found it a useful way to get back 
into the world of work. She joined in 
�����DQG�UHPHPEHUV�KHU�WUDLQLQJ�WRRN�
place at St David’s Hill, possibly at Mor-
ZHQQD��WKH�¿UVW�KRPH�RI�WKH�&$%��µ,W�
was a house which was set back from 
the road, behind some iron railings – 
we went there for our training.
  ‘At Waterbeer Street all the informa-
WLRQ�ZDV�NHSW�LQ�¿OLQJ�FDELQHWV�±�RI�FRXUVH�WKHUH�ZHUH�QR�FRPSXW-
ers, very different to how it is now, but there was nothing like the 
bureaucracy that we have now. There wasn’t the same amount of 
EHQH¿WV�DYDLODEOH�WKHQ�¶
  She added: ‘I was based at Waterbeer Street for a number of years 
and then I made the move to Wynards. It was a fascinating job. I 
remember a man who lived in the almshouses, I think he was the 
resident who had been there the longest. He had a very long white 
beard and used to walk up and down Holloway Street – everyone 
knew him as Father Christmas.’
  Violet went on the work in the sociology department at Exeter 
University and then later at the Institute of Biometric Medicine. Her 
¿QDO�SRVLWLRQ��EHIRUH�VKH�UHWLUHG��ZDV�DV�FR�RUGLQDWRU�RI�VHUYLFHV�IRU�
Age Concern, Devon.
  She said: ‘I look back on those days at the CAB very fondly, I 
made a lot of friends and gained a lot from my time there.
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  ‘There were a lot of worried people around at that time. There 
wasn’t much help available. Housing was quite a problem, people 
were on housing lists but there just wasn’t the properties available. 
We used to have women coming in with a herd of children, some-
times just sitting them down with a cup of tea and listening to them 
could be a help. They were glad to have someone to talk to.
  ‘The kind of questions we were asked were wide-ranging, people 
were very poor at the time and housing of any kind was not avail-
DEOH�������SHRSOH�DSSOLHG�WR�UHQW�WKH�ÀDW�,�OLYHG�LQ�ZKHQ�,�ZDV�¿UVW�
PDUULHG�LQ�������7KHUH�ZHUH�YHU\�IHZ�EHQH¿WV�DYDLODEOH�DQG�WKH�
NHS did its best, but the elderly suffered the most. So housing, 
debt, drug and drink addiction, illiteracy - and lack of understanding 
of bureacractic forms - all went into the mix.’
  She added: ‘You never really knew what was going to be asked of 
you when you walked into that room and sat down and said ‘can I 
help?’’

IQ���������WKH�SUREOHPV�RI�KLUH�SXUFKDVH�DQG�¿QDQFH�FRPSDQLHV�became very apparent. The annual report of that year details how 
some clients did not understand the forms and also some of the un-
scrupulous sales techniques involved. It examined the role and the 
UHVSRQVLELOLWLHV�RI�WKH�¿QDQFH�FRPSDQLHV�
  Secretary Helen Slater said: ‘With a national hire purchase debt of 
nearly £700 million and still going up, there is a heavy responsibility 
on those concerned with trading methods and with the education of 
young people to study some of the present undesirable trends and 
do all they can to develop a more reasonable attitude.’

7KHUH�ZDV�VRPH�JRRG�QHZV�¿QDQFLDOO\�LQ������ZKHQ�WKH�&RXQFLO�RI�
6RFLDO�6HUYLFH�UHFHLYHG�D�JUDQW�RI��������IURP�WKH�&DORXVWH�*XOEHQ-
kian Foundation, a Portugese charitable organisation which is still 
in existence today. The grant was used to help develop the Family 
Budgeting Service. 
  News of the work of the Citizens Advice Bureau was starting to 
spread widely, thanks to international publicity.
��2I¿FLDOV�IURP�RYHUVHDV��LQFOXGLQJ�6RXWK�$IULFD��ZKDW�ZDV�WKHQ�
Northern Rhodesia and Tanganyika, India, Finland, Kenya and a 
QXPEHU�RI�FRXQWULHV�LQ�VRXWK�HDVW�$VLD�YLVLWHG�WR�¿QG�RXW�PRUH�
about the work of the Citizens Advice Bureau and its partner volun-
tary organisations. 
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In 1959 the total national hire purchase debt
 was £700 million
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1. My son, aged 19, has received this County Court 
summons. He was only 17 when the goods were obtained 
and the agent who sold them stood as guarantor. I feel 
that he shouldn’t have been allowed to do this – is 
there anything I can do about it?

2. I saw my landlord last week and he never said any-
thing – now he has sent me this notice to quit – can 
he turn me out and will the council find me a place?

3. After being at the same place for 15 years I have 
to move, can you help me find two rooms somewhere? 
Worrying about it is making me so ill I cannot go to 
work.

4. I just can’t stick it any longer – I’m going to 
leave her – I can understand now why her last husband 
left her. This bruise on my face is what she did. I 
want to find some lodgings where I can have peace and 
quiet.

5. Can you write to this address and ask the husband 
to fetch his wife as she is worrying her elderly moth-
er? The husband signed a paper from hospital saying he 
would look after his wife.

6. I am a teacher and live with my elderly mother who 
now cannot be left. Do you know anyone who would come 
and live in – not to do any work – I can do that, but 
to look after my mother? I can pay her a little. I 
don’t really want to give my job up.

7. I have to pay for some new spectacles in two weeks. 
I think I shall be 7/6 short. If I am can you lend it 
to me and I will pay you back in two amounts?

8. Can you give me the names of chemists in the High 
Street?

IQ�������FKDLUPDQ�RI�WKH�EXUHDX�0U�.HWWOHZHOO��ZKR�E\�QRZ�ZDV�also a JP at Exeter Magistrates Court, recorded a typical day in the 
life of Exeter CAB. He said: ‘The number of enquiries is about aver-
age and the nature of the problems is a fair example of our day-to-
day work.’
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9. I have to go into hospital shortly and I’m worried 
about my family. Do you know a nicely spoken person 
who may be able to take over for about eight weeks? It 
would need to be someone who understands children.

10. Young lady, 22, I don’t seem able to make my money 
go round, My husband is unemployed. We are not in debt 
and that is why I came – we don’t want to get into 
debt.

11. Lady, aged about 30. ‘I have just been told I am 
going to have a council house. We have been in fur-
nished rooms up to now and I don’t know how we are 
going to manage about beds and things. My husband 
doesn’t think we should take the council house but I 
feel if we miss this we may never get another chance.

12. The housing department have sent me down – do you 
know anyone who would turn my garden over – my husband 
is too old to do it and I’ve got rheumatism but, if it 
was dug over I could manage to put things in.

13. I have rabbits in my garden – is there any depart-
ment that will get rid of them for me or advise me 
what to do?

14. Can you give me information about the new Rent 
Act?

15. When do you think I shall hear from the Law Soci-
ety about my application for Legal Aid?

16. How do I apply for an almshouse?

17. I’m no scholar – I wondered if you would help me 
do a letter?

AW Kettlewell



In 1959 the problems of family budgeting were still high on the 
DJHQGD��0U�.HWWOHZHOO�LOOXVWUDWHG�WKH�SUREOHP�E\�VKRZLQJ�WKH�¿J-

ures for income and expenditure of a family with seven children.
  He said: ‘That this family manage to keep out of debt and maintain 
a reasonable standard of health is due entirely to the following:

• This mother is a woman 
of good character with a 
strong sense of respon-
sibility to her family and 
the community generally

• She is intelligent, capa-
ble and has reasonably 
good health

• She came from a good 
home herself and has 
a helpful mother and 
mother-in-law

• Her husband, in many 
ways, is co-operative

��µ7KH�GLI¿FXOW\�DULVHV�ZKHQ�WKH�PRWKHU�GRHV�QRW�KDYH�JRRG�KHDOWK�
or does not possess all these virtues or when the husband is not as 
helpful as he might be.’
  He added: ‘Yes, a large family can live on £10 to £12 a week but 
the conscientious parents who want their children to grow up strong 
DQG�KHDOWK\��DQG�ZKR�KDYH�D�VHQVH�RI�SULGH�LQ�WKHLU�KRPH��¿QG�LW�D�
constant and almost overwhelming struggle to keep out of debt.’
  The bureau continued to offer and develop its family budgeting 
course, giving talks to teenage girls and even developing what 
was known as a ‘Bride’s Course’ sponsored by the electricity board 
SWEB, to offer housekeeping advice to newly married young wom-
en.
  ‘It is apparent from the work done in the Citizens Advice Bureau 
and through the Family Budgeting Service how quickly people who 
are in adverse circumstances become emotionally disturbed even to 
the extent of being on the verge of a breakdown. Personal, housing 
DQG�¿QDQFLDO�GLI¿FXOWLHV�FDQ�DOO�EH�FRQWULEXWRU\�FDXVHV�WR�WKH�PHQWDO�
GLVWXUEDQFH�RI�SHRSOH�ZKR�KDYH�QR�FRQ¿GDQW�¶
 

TKH�0HQWDO�+HDOWK�$FW�RI������PHDQW�VLJQL¿FDQW�FKDQJHV�LQ�WKH�
treatment of mentally ill people, with a new emphasis placed on 

caring for those with less serious illnesses in the community.
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  The Boarding Out Scheme, which was pioneered by Exeter CAB, 
began to play an even larger part. This scheme saw elderly patients, 
who lived in or had been in mental institutions, found homes with 
families in the city.
  Between 1953 and 1959 homes had been found for 10 older peo-
ple, one of whom had been in institutions 
for 20 years. In fact, the scheme was such 
a success it was developed and homes were 
found for younger people who had been suf-
fering mental illness.
  The report states: ‘Nine people under 50 
years of age have been found homes...the 
understanding and patient help of the peo-
ple who have offered homes has been very 
largely responsible for the happy arrange-
ments that have been made’.
   The service received national recognition 
in 1959 when the National Corporation for 
the Care of Old People, which would later 
become the Centre for Policy on Ageing, 
issued a report about this work;  %RDUGLQJ�
RXW�ROG�SHRSOH��D�UHSRUW�RQ�WKH�ZRUN�RI�WKH�
([HWHU�&RXQFLO�RI�6RFLDO�6HUYLFH�DQG�WKH�
3O\PRXWK�&RXQFLO�RI�6RFLDO�6HUYLFH�
  By the early 1960s much of Exeter had 
been rebuilt and the city was beginning 
WR�ÀRXULVK��7KH�*RYHUQPHQW�UHLQVWDWHG�LWV�
funding for the National Citizens Advice 
Bureaux, which recorded that a quarter of 
its enquiries during the 1960s related to 
housing.
  In the year leading up to 1960 problems 
with people taking on unmanageable hire 
purchase agreements were again highlight-
HG��DV�WKH�([HWHU�EXUHDX�GHDOW�ZLWK�����
instances of problems relating to HP. This was the year that the 
national hire purchase debt had reached record levels with people 
taking on unaffordable amounts of personal debt.
  That year’s report examined in detail some of the techniques door-
to-door salesmen used to secure sales of their goods, including 
leaving a washing machine at a house when the family did not have 
a plug to use it and seven cases where salesmen had left vacuum 
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,Q������WKH�QDWLRQDO�
&LWL]HQV�$GYLFH�%XUHDX�
FHOHEUDWHG�LWV���WK�
DQQLYHUVDU\��
��)URP�KXPEOH�EH-
ginnings the organ-
LVDWLRQ�QRZ�ERDVWHG�
����RI¿FHV�DFURVV�WKH�
FRXQWU\�GHDOLQJ�ZLWK�
PRUH�WKDQ�D�PLOOLRQ�
HQTXLULHV�D�\HDU��,WV�
ZRUNIRUFH�FRQVLVWHG�
RI�DURXQG����SHU�FHQW�
YROXQWHHUV�
��%\������WKHUH�ZHUH�
���YROXQWHHUV�ZRUN-
LQJ�DW�WKH�([HWHU�&$%�
DQG�EHWZHHQ�WKHP�
WKH\�GHDOW�ZLWK�DURXQG�
������SUREOHPV�FRY-
ering an area which 
LQFOXGHG�([HWHU�DQG�D�
ODUJH�SDUW�RI�HDVW�DQG�
QRUWK�'HYRQ��7RGD\�
WKH�([HWHU�EXUHDX�KDV�
D�WRWDO�RI����YROXQ-
WHHUV�DQG�LQ�WKH�ODVW�
\HDU�WKH\�GHDOW�ZLWK�
PRUH�WKDQ��������
FOLHQWV��



cleaners with people and charged them a deposit, despite them hav-
ing no need for the cleaner.
  

All through the 1960s Exeter Citizens Advice Bureau was support-
ed by Exeter University; through representation on its board and 

also fundraising from ‘Rag Week’.
  In the late 1960s services became more joined up and this was 
UHÀHFWHG�LQ�WKH�ZRUN�RI�WKH�EXUHDX�ZKLFK�ZDV�UH�RUJDQLVHG��*HRUJH�
Simey, who would later chair the bureau and play a large part in its 
history, was appointed as legal adviser. Training courses were intro-
duced for new volunteers. A public appeal led to four new volunteers 
bringing the number of staff at the bureau to 21. 
  Mr Kettlewell said: ‘The work in the bureau can be exacting and 
demands high standards – both of knowledge and various social 
services and of personal qualities of understanding and (sometimes) 
patience’  – something which can be seen in the work of staff today.
0U�.HWWOHZHOO�EHFDPH�WKH�¿UVW�FKDLUPDQ�RI�UHJLRQDO�&$%�FRPPLWWHH�
±�WKH�7DPDU�5HJLRQ�LQ������
20
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HG�E\�WKLV�3XQFK�FDUWRRQ



  That year Exeter CAB dealt with 3,335 enquiries, this was also the 
¿UVW�\HDU�WKDW�WKH�EXUHDX�VWDUWHG�WR�DFWLYHO\�OLQN�XS�YROXQWHHUV�ZLWK�
city charities - the early roots of what became the volunteer bureau 
and is now the Council for Voluntary Service.
  There were many different city organisations offering grants to 
people in need – Mr Kettlewell described them as ‘charitable trusts 
concerned with the relief of poverty and care of the sick’.
��7KHUH�ZHUH�DURXQG�����VXFK�JURXSV�UDQJLQJ�IURP�µPDUULDJH�SRU-
tions for poor maidens of the parish who had previously been in 
domestic service’ to a ‘nurses fund’. There had even been a fund in 
existence at one time which had provided ‘shrouds for malefactors 
(criminals) executed at Exeter Prison’.

It was at this time that more serious concerns were voiced about 
the suitability of the building in Waterbeer Street.

  In 1970 Cllr Minnie Nicholls, who was the new chairman of the 
CAB’s parent group, the ECSS, stated: ‘The limited expectation of 
life of the building in Waterbeer Street has caused some anxiety, 
and a thorough-going search for alternative accommodation, while 
accompanied by some disappointments may lead to a permanent 
and satisfactory solution’.
  Despite its constraints, staff at Waterbeer Street were fond of the 
building, developing a sentimental, if not aesthetic, attachment to it. 
However, the building was reaching the end of its useful life. Simon 
%XVK�WRRN�SDUW�LQ�D�¿YH�ZHHN�ZRUN�DWWDFKPHQW�DW�WKH�&$%�DQG�
Council of Social Service in 1966. His report recorded the following:
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Exeter Citizens Advice Bureau 
continued to offer its free, 
impartial advice to the pub-
lic.  In the days before the 
internet and computers, staff 
had access to printed informa-
tion about social legislation, 
monthly information circulars 
and information from local 
organisations.
  Keeping the information 
up-to-date was a challenge in 
itself – unlike the bureau of 
today, where much information 
is widely available to the public 
at the touch of a button.
  The re-organisation of local 
government in the early 1970s 
also had implications for the CAB. The introduction of one authority 
– Devon County Council – rather than four authorities would have its 
own impact.
  Mr Kettlewell raised concerns that ‘services which will be in the 
LQWHUHVWV�RI�HI¿FLHQF\�EH�RSHUDWHG�RQ�D�ODUJH�VFDOH�ZLOO�EH�PRUH�UH-
PRWHO\�DQG�LQGLUHFWO\�FRQWUROOHG�E\�WKH�SXEOLF�IRU�ZKRVH�EHQH¿W�WKH\�
are provided, and it is for this reason that community development 
at neighbourhood level assumes even greater importance’.
  In 1972 Exeter CAB’s parent organisation, the Exeter Council of 
Social Service, marked its 25th anniversary. Cllr Nicholls, stated: 
‘During these 25 years there have been far-reaching changes in the 
pattern of social provision. The responsibility of the state, acting 
through central government and local authorities, has been 
extended and placed on a more comprehensive basis.
  ‘Against this background it has been necessary for voluntary 
organisations to adapt themselves, organise their work more effec-
tively, to withdraw from services they have pioneered and which can 
QRZ�EH�PRUH�FRPSUHKHQVLYHO\�SURYLGHG�E\�DXWKRULW\�DQG�WR�¿QG�QHZ�
¿HOGV�IRU�SLRQHHULQJ�DQG�H[SHULPHQWDO�GHYHORSPHQW�¶
  This year saw the bureau’s staff increase to 23, with staff attend-
ing training courses, refresher sessions and study groups.
��$�EUDQFK�RI�WKH�EXUHDX�ZDV�RSHQHG�RQ�WKH�¿UVW�ÀRRU�RI�6W�7KRPDV�
Senior Citizens’ Centre, offering advice sessions three mornings a 
week.
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7KH�&$%¶V�RZO��ZKLFK�KDG�EHHQ�LWV�HPEOHP�VLQFH�LW�
ZDV�HVWDEOLVKHG���ZDV�LQVWDQWO\�UHFRJQLVDEOH
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Chapter 2 - The Wynards years

November 1972 saw the CAB move into perhaps one of its most 
well-remembered locations - the former almshouses known as 

Wynards.
  The building, which dated back to the 15th century, was restored 
and leased rent-free to four organisations – the  CAB, Exeter and 
Devon Marriage Guidance Council, Samaritans and the South West 
Council on Alcoholism.
  In her report of 1972, Cllr Nicholls, stated: ‘The new premises at 
Wynards, although less central, will in other respects be far more 
suitable.’
  She added: ‘The accommodation of the various organisations in 
premises around the same courtyard will be an opportunity for that 

:\QDUGV�$OPVKRXVHV�ZHUH�FKRVHQ�DV�WKH�QHZ�ORFDWLRQ�IRU�([HWHU�&$%



co-operation between 
voluntary organisations 
which the council of 
social service exists to 
promote.’
  CAB gateway advisor 
Sandra Hogan, remem-
bers the old buildings 
with mixed feelings.
  She said: ‘They were 
medieval almshous-
es, there were a lot of 
voluntary organisations 
around the courtyard. 
I did once have a client 
whose mother or grand-
mother had lived at 
Wynards, she lived in a 
room upstairs.

  ‘You got to Wynards from Magdalen 
Street through a courtyard, there was 
the Volunteer Bureau as you went in, 
on the right hand side was the CAB and 
across the courtyard was the Samari-
tans.
  ‘You went across the cobbled court-
yard to this little wooden door. I think 
previously this had been a stable door 
to the original almshouses.
��µ,W�ZDV�YHU\�VWLÀLQJ�DQG�FRPSDFW��<RX�

went in the door, to the right was the waiting room, and to the left 
were three interview rooms and a tiny kitchen. You went upstairs 
DQG�RXU�JHQHUDO�RI¿FH�ZDV�RQ�WKH�ULJKW�DQG�RQ�WKH�OHIW�ZDV�WKH�RI¿FH�
of the manager.’
  This was in the time before an appointment system was intro-
GXFHG��VR�SHRSOH�ZRXOG�WXUQ�XS�DW�WKH�RI¿FH�DQG�VLPSO\�ZDLW�WR�EH�
seen by an adviser.
  Sandra added: ‘Every time you went downstairs you could feel 
the eyes of the people in the waiting room on you. If you went to 
make a cup of tea you just didn’t make eye contact and ran straight 
upstairs again. They were obviously looking at their watch as there 
were no timed interviews, they just had to stay there until they 
were seen and that could be quite a long time – sometimes hours.’

$ERYH��WKH�FUDPSHG�
RI¿FH�LQ�WKH�:\Q-
DUGV�EXLOGLQJ�DQG�
OHIW��WKH�OHDÀHWV¶�
GLVSOD\�LQ�WKH�IR\HU
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The Wynards buildings 
have a long history. 
A hospital was built 
on the site in 1435 
by William Wynard, 
recorder of the city of 
([HWHU������������WR�
provide homes for 12 
SRRU�RU�LQ¿UP�SHRSOH�
  The buildings, which 
were constructed 
from Heavitree stone 
around a cobbled 
courtyard, were dam-
aged in the Civil War 
and were restored in 
1675. They went on 
to be owned by the 
Kennaway family, who had the house 
UHVWRUHG�DQG�WKH�FKDSHO�UHEXLOW�LQ������
  The Kennaways handed the buildings 
to the care of Exeter Municipal Charities 
in 1950 when they were modernised, 
including the addition of indoor toilets, 
at a cost of £4,000.
  By 1969 only two people were liv-
ing at the almshouses, one of whom 
ZDV����\HDU�ROG�&ODUHQFH�(OYLQ��ZHOO�
known in the city for his role as Father 
Christmas in local stores. The premis-
es were bought by the city council in 
1970 thanks to a grant from the Histor-
ic Buildings Council which contributed 
£4,000 towards the total £5,000 cost.
  The buildings, which had consisted of 12 two-storey houses and 
a chapel, were leased to the CAB and other voluntary organisa-
tions on the basis that the tenants were responsible for internal 
repairs, decorations and running costs. After many years of serv-
ing as Exeter’s one-stop advice centre the grade II* listed build-
ings were sold in 2001 and converted into homes. 

A home full of history

$�SDLQWLQJ�RI�WKH�:\QDUGV�FRXUW\DUG�E\�([HWHU�DUWLVW�+DUROG�
0XUUD\�DQG�EHORZ��WKH�ROG�ZRRGHQ�GRRU
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A      new Legal Aid scheme was           
introduced in 1973. In his report 

of that year Mr Kettlewell said it was 
‘a development of the utmost impor-
tance to social workers and in partic-
ular to CAB workers, provision being 
made for solicitors to undertake a 
wider range of legally-aided work.
  The scheme was launched nation-
ally with a huge publicity campaign.  
Locally the CAB held discussions with 
the Devon and Exeter Incorporated 
Law Society about how it would work 
with the new scheme and ‘ensure the 
best possible service to the public’.
  The outreach branch in St Thomas 
was closed after a limited response – 
of 152 sessions the branch received 
only 221 enquiries.
  Concerns that the move to Wynards 
would affect the number of enquiries 
were not realised, with an increase of 
���SHU�FHQW�IURP�������DW�:DWHUEHHU�
6WUHHW�WR�������IROORZLQJ�WKH�FKDQJH�
of location.
 The national economy was in down-
turn following the 1973 oil crisis. The 
three-day working week was intro-
duced and this, coupled with strike 
action by the trade unions, hit the 
economy leading to a period of reces-
sion – and a change in the nature of 
enquiries at the bureau.
  Demand for advice continued to 
grow, with the number of enquiries 
increasing again in 1974 to a high of 
������
��0U�.HWWOHZHOO�VWDWHG��µ7KHVH�¿JXUHV�
show the continuing need for a free, 
FRQ¿GHQWLDO�DQG�LQGHSHQGHQW�VHU-
vice of information and advice...we 
are grateful to the voluntary staff for 
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Robert Stoneman was helped 
by the bureau in 1974. When 
the council told him he would 
KDYH�WR�OHDYH�KLV�ÀDW��EXW�GLG�
not provide him with alter-
native accommodation, he 
turned to the CAB for advice.
  ‘Unfortunately we had to be 
YDFDWHG�IURP�WKH�ÀDW�EHFDXVH�
the lady next door had foster 
FKLOGUHQ��>WKH�FRXQFLO�QHHGHG�
WKH�6WRQHPDQV¶�ÀDW@�
  I was on the council list with 
Exeter City Council and then 
I went to Citizens Advice; it 
was at Wynards at the time.’ 
  ‘I was nominated a solicitor 
to act on my behalf. I had 
several conversations with the 
solicitor and I went to court, 
which was very scary. I was 
23 at the time and my wife 
was 21. We went to the main 
courthouse in Northernhay 
and there I was told I had to 
leave the premises by 12pm.’
 ‘I had to be evicted and then, 
as it turned out, I was offered 
a property at Glasshouse 
Lane. It turned out all alright 
in the end, though it was 
scary at the time.’
 



27

equipping themselves 
to provide so important 
and so demanding a 
service.’

In 1975 Gerda Perrott, 
pictured right, was 

appointed organiser of 
the bureau.
  She applied for a posi-
tion at the bureau when 
she felt she needed 
something to stimulate 
and challenge her, and 
ZRUNHG�WKHUH�XQWLO������
  She said: ‘I was at 
home with young chil-
dren, wondering what 
on earth I could possibly 
do which would be stim-
ulating and satisfying 
and a friend told me that the CAB was starting a training course and 
this appealed to me very much.’
  ‘What I liked was we did not reckon to give clients long term sup-
port. Of course they could come back, and some did, but essentially 
LW�ZDV�D�FDVH�RI�KHOSLQJ�SHRSOH�LQ�D�RQH�RII�VLWXDWLRQ��)DLUO\�EULHÀ\��
not being their case worker.’
  Gerda remembers one amusing case when a client who lived in 
London bought a house in the county, against the advice of his solic-
itor.
  She said: ‘His solicitor had advised him not to touch it with a 
bargepole, there were no documents, it was all very unsatisfactory, 
but he liked the place – he bought it.
  ‘He had been in it a short while when his next door neighbour 
pointed out to him that when he looked out of his bathroom window 
he would see that his bathroom hung over the fence that divided the 
properties.
  ‘He spent £3,000 having the bathroom moved and then he realised 
it was the fence that was out of place and came to us to ask if there 
was anything I could do. Short of sending him to a solicitor there 
was nothing I could do myself in that situation except listen with 
sympathy...and amusement.’



��6KH�VDLG�WKH�RI¿FHV�DW�:\QDUGV�ZHUH�FUDPSHG�DQG�SUHVHQWHG�FKDO-
lenges to the staff. ‘Access wasn’t terribly good, which concerned 
us in view of disabled people, it was a cobbled courtyard. But the 
RI¿FHV�ZHUH�YHU\�QLFH��WKH�ZDOOV�ZHUH�WKLFN��WKH\�ZHUH�UHG�VDQG-
VWRQH�ZDOOV��WKH�¿UVW�WKLQJ�,�DVNHG�IRU�ZDV�DQ�DODUP�IRU�WKH�LQWHUYLHZ�
rooms because I felt the interviewers were entitled to that.
 ‘We always had a wide range of enquiries from people’s life-shat-
tering experiences like death and divorce and all sorts of things, to 
enquiries about leisure pursuits, like whether there was tennis club 
in their area and we saw our job just as much to answer those en-
quiries as well as the more sensational ones.
  ‘I suppose it was the sense that we had this extremely good infor-
mation system, produced by the national association and we could 
make some attempt to answer or give guidance on most problems.’
  Gerda remembered one of her volunteers who was called on to use 
a very special skill. She said: ‘We had a volunteer who had been the 
equivalent of a bishop in his own particular denomination. We had a 
couple who came in who thought their home was haunted by polter-
geists.
  ‘Before going through the channels which are available through the 
%LVKRS¶V�RI¿FH�,�DVNHG�RXU�YROXQWHHU�LI�KH�ZRXOG�EH�LQFOLQHG�WR�KHOS�
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them. It was all terribly discreet, but he told me he did visit them in 
their home. Quite soon after that the national bureau sent a request 
asking if the bureau had any particular skills which could be used, 
he suggested the Exeter branch could list exorcism.’
  At Exeter CAB all infor-
mation was still updated by 
hand. Gerda says: ‘There 
used to be packets which 
came down from the nation-
al association every month, 
large brown packets which 
had to put into the system.  
Where it wasn’t necessary to 
replace them, making ex-
tensive handwritten notes.  
I saw to it I did this my-
self, for one thing I found it 
fascinating and for another, 
among the talented volun-
teers, it was the only way I 
could keep an edge.’
  A typical envelope from 
NACAB (National Association 
of Citizens Advice Bureaux) 
would contain as many as 
150 updates in a single 
month – all of which had to 
be dealt with by hand.

IQ������WKH�FRXQWU\�ZDV�VWLOO�VXIIHULQJ�IURP�\HDUV�RI�KLJK�LQÀDWLRQ���¿QDQFLDO�SUREOHPV�ZHUH�DIIHFWLQJ�SXEOLF�VHUYLFHV�DQG�KDYLQJ�DQ�
impact on people locally. The need for an independent advice service 
continued to be as vital as ever.
��7KDW�\HDU�WKH�EXUHDX�UHFHLYHG�������HQTXLULHV�ZKLFK�ZHUH�GHDOW�
ZLWK�E\�LWV����YROXQWHHUV��,W�DOVR�ZRUNHG�ZLWK�VROLFLWRUV�IURP����
'HYRQ�ODZ�¿UPV�WR�RIIHU�IUHH�OHJDO�DGYLFH�IRU�LWV�FOLHQWV�DW�ZHHNO\�
sessions.
  A new corporate identity was launched in 1976; the distinctive yel-
low wording on a blue circle that we recognise today. The owl, which 
had served as its emblem for 30 years, was now retired to make 
way for the new modern branding.
  In 1976 the national CAB broke away from its parent organisation, 
the National Council of Social Service, to operate independently; a 
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move which had resulted 
from increased govern-
ment support and reli-
ance on the service.
  This was the long dry 
summer of 1976 which 
saw extra work for the 
Exeter bureau as it as-
sisted elderly and dis-
abled people obtain wa-
ter from the standpipes 
which were introduced in 
that summer. 
  Having overseen the 
move to Wynards, Mr 
Kettlewell resigned as 
chairman after 30 years 
of voluntary service to 
the CAB, although he 
would continue to serve 
as a committee member 
of the ECSS.
  

The new chairman 
of Exeter CAB was 

George Simey, who was 
already serving as chair-
man of the Devon and 
Cornwall CAB area com-

mittee. George’s father, William, who was known as Bill, had been 
involved with the CAB for many years prior to this as a duty solicitor.
*HRUJH�UHFDOOV�KLV�¿UVW�FRQWDFW�ZLWK�WKH�EXUHDX�ZDV�DV�D�QHZO\�TXDO-
L¿HG�VROLFLWRU��+H�VDLG��µ,�ZDV�DVNHG�WR�JLYH�D�WDON�WR�WKH�EXUHDX�LQ�
Exeter on the Sale of Goods Act, apart from fairly frequent visits to 
DVVLVW�DW�WKH�EXUHDX��WKLV�ZDV�P\�¿UVW�UHDO�FRQWDFW�¶
  In 1969 he was appointed as the bureau’s honorary legal advisor. 
George remembers the premises in Waterbeer Street : ‘It was in 
rather an old premises before it moved to Wynards, which was a 
much better venue. Thereafter I was in much more contact until I 
was asked to be chairman of the bureau, I felt that this was a great 
honour and readily accepted.
  ‘The bureau later moved to the current premises in King William 
Street, along with the Volunteer Bureau, and it seemed a great 
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move. I had retired as chairman 
by then but I still visited as I was 
clerk to the General Commissioners 
of Taxes and we held appeal cas-
es in a room there. This meant I 
still kept an interest in the bureau 
during this time.’
  He added: ‘The CAB has under-
gone much change over the years 
mainly through becoming very 
much more professional.
  ‘The importance of the CAB is 
tremendous as it makes available 
to any member of the public good, 
FRQ¿GHQWLDO��DQG�IUHH�DGYLFH�DQG�
help on any subject. It has come a 
long distance away from the reason 
why it was set up during the last 
war.’

Enquiries continued to grow with 
������LQ�WKH�\HDU�WR�������7KH�

bureau recorded 166,000 enquiries 
LQ�LWV�¿UVW����\HDUV�D�¿JXUH�ZKLFK�
would continue to grow as the pe-
ULRG�RI�ERRP�DQG�EXVW�LQ�WKH�����V�
took its toll on the nation. Two 

recessions and high unemployment led to growth in poverty and the 
CAB saw a rise in line with this. Following the resolution passed by 
the National Association of Citizens Advice Bureaux the Exeter bu-
reau became independent from the Exeter Council for Voluntary Ser-
YLFH�LQ������±�DOWKRXJK�LW�ZRXOG�UHPDLQ�LQ�WKH�SUHPLVHV�DW�:\QDUGV�
and the organisations would continue to work closely together.
  Following the reorganisation and move away from the other groups 
in the Exeter Council of Voluntary Service Gerda Perrot decided to 
resign from her position as organiser. The new organiser was Barry 
:LOOLDPV�ZKR�WRRN�RYHU�LQ�0D\������

The bureau recorded a 
total of 166,000 enquiries 

LQ�LWV�¿UVW����\HDUV

$UWKXU�.HWWOHZHOO¶V�FRQ-
WULEXWLRQ�WR�WKH�&$%�ZDV�
UHFRJQLVHG�LQ�KLV�RELWXDU\�
IROORZLQJ�KLV�GHDWK�LQ�������
7KH�DQQXDO�UHSRUW�RI�WKDW�
\HDU�UHFRUGHG�
��µ7KH�ORVV�RI�$:�.HWWOHZHOO�
2%(�-3�LV�GHHSO\�IHOW��$�
IRXQGHU�PHPEHU�RI�WKH�
H[HFXWLYH�FRPPLWWHH�IURP�
LWV�HVWDEOLVKPHQW�LQ������
WR�������YLFH�FKDLUPDQ�RI�
([HWHU�&RXQFLO�IRU�9ROXQWDU\�
6HUYLFH�IURP������WR������
DQG�FKDLUPDQ�RI�WKH�:\QDUGV�
&RPPLWWHH�IURP�LWV�HVWDE-
OLVKPHQW�LQ������
��+LV�VXSSRUW��ZLVGRP�DQG�
NLQGOLQHVV�ZHUH�DOZD\V�XQ-
VWLQWLQJO\�DYDLODEOH�¶



Current committee member 
Anna Warne, pictured left, re-
members being interviewed by 
Mr Williams when she visited 
the bureau to consider volun-
WHHULQJ�LQ������VKRUWO\�DIWHU�
having quadruplets. 
��7KLV�ZDV�WKH�¿UVW�\HDU�WKH�
number of enquiries would 
reach more than 10,000.
  She said: ‘I felt the need 
to get out of the house; be-
FDXVH�LQ������,�KDG�D�VRQ�DQG�
I thought it would be nice to 
have another child – and I had 
four at the same time. I found it 
absolutely exhausting.’
  With a young son and four six 
month old daughters she said 

the CAB was a vital lifeline for her. ‘I was very lucky and we were 
able to have a nanny, so I went to the Volunteer Bureau, which was 
in Wynards, and said to the woman, ‘give me something to do, get 
me out of the house and away from all this ‘domestic bliss’...she 
VDLG�\RX�RXJKW�WR�¿QG�RXW�DERXW�WKH�&$%��VKH�VDLG�,�WKLQN�LW�ZRXOG�
really suit you.’
  ‘I had never really heard about it. I was a typical middle class girl 
who was born and brought up in Exeter, went to school in Exeter. I 
didn’t know anything about the CAB.’
  Training for new recruits took place at the Newton Abbot bureau 
which was above the train station in the town and she quickly start-
HG�ZRUN�VHHLQJ�FOLHQWV�DW�WKH�:\QDUGV�RI¿FH�
  She added: ‘It was really higgledy piggledy. I remember we had 
a button we could press; what we called the rape button, in all 
the little rooms underneath the tables, so if someone got heavy or 
threatening we could press this button and the bell would ring in 
the courtyard for everybody. I never actually had to use it, but you 
could imagine all these people would come out.’
  Her work at the CAB inspired Anna to retrain in the legal profession 
and she went on to become a matrimonial family lawyer. But she 
continued to support the CAB and became a trustee, a position she 
has held for 31 years.
  ‘My abiding memory of it all is seeing a client come in, often upset, 
confused, seriously worried and anxious and because I have a very 
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logical mind I would sit them down and we’d take it one step at a 
time and we’d compartmentalise things and we’d say these are your 
options...as they left you would see this completely different expres-
sion. They felt they were in control. They felt they knew what they 
had to deal with and how to go about it. They felt they knew what 
their options were. It was like a different person.
  ‘There is something about the CAB – it stays with you, you just feel 
¿HUFHO\�SURXG�RI�LW��(VSHFLDOO\�WKH�([HWHU�EXUHDX���,�UHFNRQ�ZH¶UH�RQH�
of the top 10 per cent of bureaux in the country.’
�6KH�VDLG�WKH�FXUUHQW�¿QDQFLDO�DQG�HFRQRPLF�FRQGLWLRQV�PHDQ�WKH�
CAB is needed more than at any time in its 65 year history. ‘I think 
it is probably more relevant today because there is a huge commu-
nity out there who don’t have spokespeople. They can’t afford solici-
tors; they don’t know where to go when they have a problem. 
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µ:H�DUH�IUHH��DQG�ZH�DUH�FRQ¿GHQWLDO��LW¶V�
DSROLWLFDO�DQG��YHU\�LPSRUWDQWO\�LW�GRHVQ¶W�
GLVFULPLQDWH��6R�QR�PDWWHU�ZKR�\RX�DUH�RU�
ZKDW�\RX�DUH�ZH�ZLOO�KHOS�\RX�¶

  ‘The welfare system and social welfare system gets more and 
more complicated and people get themselves in an awful mess. It 
doesn’t matter if it is their own fault or not or if they have been stu-
pid; they get in a mess and they don’t know where to go.
�µ,W�VDYHG�P\�OLIH��7KRVH�¿UVW�FRXSOH�RI�\HDUV�ZLWK�WKRVH�¿YH�FKLO-
dren. It was really hard. I needed to get out and see there was 
another world – it really saved my life coming here.
  ‘I think it’s true to say over the years when I worked here that 
almost everybody was here for their own personal reasons, not 
because they wanted to go out and ‘do good’.  It was because they 
were lonely, or they’d retired and they needed 
WR�¿QG�VRPHWKLQJ�WR�GR��RU�OLNH�PH�WKH\�QHHG-
ed to escape a bit. Everybody had their own 
personal reasons, so the bureau has done a 
lot of good for us, as well as the community 
out there.’

IQ�$XJXVW�������LQ�WKH�WLPH�RI�KLJK�XQHP-
ployment, the bureau launched its suc-

cessful Exeter Welfare Information Project 
(EXWIP).
  It was set up in conjunction with Manpower 
Services Commission to run over three years 



and give people advice about the social security system. Its aims 
ZHUH�WR�KHOS�SHRSOH�WKURXJK�WKH�LQFUHDVLQJO\�FRPSOLFDWHG�EHQH¿WV�
system.
  Barry Williams, Exeter bureau organiser, said: ‘EXWIP aimed to in-
form people in need in Exeter about the entire range of social secu-
ULW\�EHQH¿WV�WR�ZKLFK�WKH\�PD\�EH�HQWLWOHG�¶
��7KH�SURMHFW�LQYROYHG�DGYLFH�VXUJHULHV�RXW�RI�WKH�&$%�RI¿FH�DW�ORFD-
tions all around the city, including day centres, hospitals, psychiatric 
units and even people’s homes. Mr Williams estimated the project 
FODLPHG�DOPRVW����������RI�EHQH¿WV�IRU�ORFDO�SHRSOH�LQ�LWV�¿UVW�\HDU�

The people of Exeter knew the bureau would be able to answer 
questions on many and varied topics. Here are a few of the 

questions, and answers, which tested the knowledge of volunteers 
LQ������
4�,V�WKHUH�D�6DQWD¶V�JURWWR�LQ�([HWHU"
A Santa is appearing at the Pram and Toy Shop – no entrance fee 
but donations accepted for charity.
4�,�VROG�D�SHGLJUHH�FDW�ZKLFK�JRW�WKH�UXQV�DQG�KDG�WR�EH�
WDNHQ�WR�WKH�YHW��7KH�EX\HU�VD\V�WKH\�ZDQW�WKHLU�PRQH\�
EDFN�RU�ZLOO�EH�WDNLQJ�OHJDO�DFWLRQ�
A Client advised to consult their own vet as to whether it was due 
to the move or chronic illness. Under the Sale of Goods Act then 
the cat should be returned if the money is refunded.
4�,V�WKHUH�D�MLJVDZ�SX]]OH�OLEUDU\"
$�<HV�±�SODFH�DQG�WHOHSKRQH�QXPEHU�JLYHQ�IURP�ORFDO�¿OH�
4�)URP�D�IDUPHU�ZDQWLQJ�DQ�DGGUHVV�RI�DQ�RUJDQLVDWLRQ�WR�
ZKRP�KH�FRXOG�GRQDWH�ORJV�DQG�¿UHZRRG�
A Gave the numbers of Age Concern and Social Services.
4�,�DP�JRLQJ�WR�$XVWUDOLD�WRPRUURZ�DQG�KDYH�D�ORW�RI�IXUQL-
WXUH�WR�JLYH�DZD\��$�PDQ�ZDV�FRPLQJ�WRGD\��EXW�KH�KDVQ¶W�
turned up.
A Passed on the numbers of local organisations, including the Sal-
vation Army, SOFA and Crediton CAB.
4�:KHUH�FDQ�,�JHW�D�SDWWHUQ�PDGH�IRU�D�NQLWWLQJ�GHVLJQ"
A Suggested new small wool shop in South Street.
4�,�DP�WU\LQJ�WR�¿QG�WKH�JUDYH�RI�P\�&DQDGLDQ�¿DQFp�ZKR�
ZDV�NLOOHG�LQ�,WDO\�LQ�WKH�:DU�
A  Gave the contact details of the Commonwealth Graves Com-
mission.
4�+RZ�GR�\RX�DGGUHVV�D�GXFKHVV"
A Your Grace.
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One member of staff who 
gave advice during the 

����V�ZDV�6DQGUD�+RJDQ��SLF-
tured right.
  She joined the CAB as an 
DGYLVHU�LQ�������DQG�VWLOO�KHOSV�
people today in her role as a 
gateway advisor, which involves 
meeting clients as they arrive at 
the bureau and assessing their 
SUREOHPV�LQ�WKH�¿UVW�LQVWDQFH�
  Sandra had worked as a librar-
ian before having her children 
and was keen to work in a chal-
lenging environment.
  She was interviewed for her 
new role by the manager Cilla 
Hilton-Jones who had taken over 
the position of organiser from 
%DUU\�:LOOLDPV�LQ������
  After training she began seeing clients. ‘Certain clients do stay with 
you for a while, perhaps young women who have been in an abusive 
relationship and are trying to get away from a partner. I remember 
one case when a client was in the bureau and her partner was in the 
FRXUW\DUG�VKRXWLQJ�DW�KHU�DQG�VKH�ZDV�DEVROXWHO\�SHWUL¿HG�WR�JR�RXW��
The manager asked him to leave or said she would call the police.
  ‘Those are the issues which stay with you, people who are having 
such a bad time in life. I found when I started it made me realise 
how little I knew of other people’s lives, having had a fairly content-
HG�PLGGOH�FODVV�XSEULQJLQJ��DOWKRXJK�KDYLQJ�VDLG�WKDW�ZKHQ�,�¿UVW�
started at the CAB my husband had just been made redundant and 
RQH�RI�P\�¿UVW�FOLHQWV�ZDV�VRPHRQH�ZKR�KDG�EHHQ�PDGH�UHGXQGDQW�
so I could empathise with how that person felt.
  ‘Over the years I have realised how much I have gained from the 
CAB; as much as I have given to other people. It is a two-way thing, 
\RX�OHDUQ�DQ�DZIXO�ORW�DERXW�OLIH��WKLQJV�OLNH�KRZ�WKH�EHQH¿WV�V\VWHP�
works, it’s made me a more rounded person, you meet people, peo-
ple who you think, ‘my goodness how do they cope with their lives, 
yet they are so uncomplaining’, for instance people who take three 
quarters of an hour to get dressed but it has become a normal way 
of life for them – it stops you in your tracks a bit.’
��'HEW�WUDLQLQJ�ZDV�LQWURGXFHG�DW�WKH�EXUHDX�LQ�WKH�ODWH�����V��7KH�
1990s saw problems increase with housing issues as people faced 
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negative equity and los-
ing their homes.
  Sandra added: ‘It’s now 
part of the whole CAB 
ethos, all sorts of differ-
ent ways of dealing with 
debt, then it wasn’t like 
that, it was just another 
aspect of people’s lives. 
��µ:KHQ�,�¿UVW�VWDUWHG�
EHQH¿WV�ZHUH�TXLWH�JHQ-
erous in some ways. 
People could get grants 
for food, clothing a 
bit more generously, 

things have just tightened up. Now we are 
back to the 1990s in a way with the housing situation.
  ‘The CAB itself has become much more professional. It was very 
much a sort of volunteer organisation which grew from the war and 
people needing information. When I was at university my landlady 
was a CAB volunteer; a lot of what she dealt with were consumer 
things, faulty goods and things like that, things which are still part 
RI�&$%�QRZ��EXW�LW¶V�YHU\�PXFK�PRUH�EHQH¿WV�DQG�GHEW�¶
  Parrots and snakes were among some of the more unusual en-
quiries addressed by Sandra during her time as an adviser. She 
remembers: ‘Somebody had bought a couple of snakes and they 
wanted to breed them so they thought they had bought a female 
and a male and they turned out to be the same sort – what could 
they do, what were their rights?
  ‘Similarly, there was an African grey parrot, again the wrong sex – 
those were always great fun. After Christmas we used to get quite a 
lot of consumer things.’
  Sandra said the serious nature of the job is rewarding when you 
know you have helped someone. ‘I think people are relieved to just 
have come and spoken to somebody. It’s just the fact they have 
talked things through and in doing that they have been able to see a 
way through.
  ‘It’s giving hope, it’s being practical in that you’re enabling people 
to go away and try and do something.
  ‘It’s empowering people and helping them to run their own lives, 
which is what CAB is all about. We’re not here to do it all for them 
or even solve things, it’s helping people to know what there is out 
there that can help and how they can go about it.’
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IQ�WKH�PLG�����V�VWDII�DW�WKH�EXUHDX�ZHUH�VWUXJJOLQJ�WR�FRSH�ZLWK�the number of clients coming through the doors. There were not 
enough volunteers, the premises at Wynards was causing problems 
and the ever-increasing numbers of enquiries was adding to the 
pressure. The bureau had not yet introduced an appointment sys-
tem and people sometimes had to wait for more than two hours to 
see an adviser.
  Cilla Hilton Jones said: ‘The bureau has had a tremendous increase 
in enquiries over the past few years and the pressure on bureau 
staff is now considerable.’
��,Q������WKH�&$%��DJDLQ�VXSSRUWHG�E\�0DQSRZHU��ODXQFKHG�WKH�
([HWHU�0RQH\�$GYLFH�7HDP�±�D�GHEW�FRXQVHOOLQJ�VHUYLFH��,Q�LWV�¿UVW�
year it recorded that through its timely advice and intervention it 
prevented the following:
• 5 evictions
• 2 imprisonments
• 10 repossessions of goods by bailiffs
• ��ZDWHU�GLVFRQQHFWLRQV
• 17 electricity disconnections
• 1 gas disconnection
• 4 house repossessions
  Advisers also represented clients at 15 county court hearings. In 
WKH�\HDU�WR�1RYHPEHU������WKH�EXUHDX�GHDOW�DW����GHEW�FDVHV�ZLWK�D�
combined total of £419,000.
��0DUN�%ODFNVHOO�WRRN�WKH�SRVLWLRQ�RI�FKDLUPDQ�LQ������DQG�DIWHU�
seven years with the bureau manager Cilla Hilton Jones handed over 
the reins to Cath Hunt.

37

&LOOD
+LOWRQ�-RQHV�
KDQGHG�RYHU�

to Cath 
+XQW�LQ������
DIWHU�VHYHQ�

years as 
EXUHDX�PDQ-
DJHU��7KH\�

DUH�SLFWXUHG�
RXWVLGH�WKH�
EXUHDX�LQ�
:\QDUGV



The number of enquiries 
continued to increase in 

�����ZLWK�WKH�LQWURGXFWLRQ�
of the new Social Securi-
W\�$FW�UHVXOWLQJ�LQ�EHQH¿W�
cuts for many people.
  Bob Imrie of Devon Trad-
ing Standards took over 
the position of chairman 
LQ�������D�\HDU�ZKLFK�VDZ�
concerns increase over  
homelessness and the 
number of enquiries reach 
nearly 16,000.
  Cath Hunt, in her report 
of that year, stated: ‘Like 

many other organisations we are becoming increasingly concerned 
about the problems of homelessness, particularly among the young 
and those with mental health problems. It is not unknown for an 
DGYLFH�ZRUNHU�WR�VSHQG�VHYHUDO�IUXLWOHVV�KRXUV�WU\LQJ�WR�¿QG�VXLWDEOH�
(and sometimes any) accommodation for an individual or family.’
  Increasing mortgage interest rates, they stood at 15.4 per cent in 
March 1990, added to the pressure on homeowners.
  Cath Hunt recorded the enquiries which came in on a typical day 
LQ�WKH�EXUHDX�ZKHQ�IRXU�DGYLVHUV�GHDOW�ZLWK����FOLHQWV�DW�WKH�EXUHDX�
and 23 telephone calls, ranging from information about adult edu-
cation classes, legal aid and local solicitors, to complicated cases in-
cluding help for a woman who was being assaulted by her husband, 
a case for unfair dismissal and clients with severe health problems.
  Lynda Sullivan, who had worked for the bureau for four years, took 
over as manager in 1992. She is remembered for her striking ‘goth’ 
appearance of black clothes and spiky black hair.
  The early 1990s saw the effects of the recession of the last few 
years really take hold with high numbers of redundancies, small 
businesses collapsing, large numbers of home repossessions and 
distressing debt problems. Lynda said: ‘The service we are called on 
to provide seems to become ever more essential to life in today’s 
society with increasingly complex problems.’
  In 1992 hard-pressed advice workers were put under more pres-
sure after the introduction of new pieces of legislation including 
Care in the Community, Council Tax and the Child Support Act which 
would have a knock on effect on the people of Exeter for many 
years to come.
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Technology began to play its part from 1994, with the introduction 
RI�WKH�EXUHDX¶V�¿UVW�FRPSXWHU�V\VWHP�

  ‘During the year we have brought in new ‘hardware’. A new com-
puter system has been purchased and since commissioning it has 
been functioning extremely well. It is a fact of bureau life that this 
kind of equipment is essential for processing the increasing mass of 
information,’ recorded the annual report of that year.
  This year the bureau entered into a partnership with Exeter        
VROLFLWRUV�WR�RSHUDWH�D�GXW\�VROLFLWRU�&$%�VHUYLFH�DW�DOO�FRXQW\�FRXUW�
repossession hearings. It also ran a successful outreach service at 
St Thomas Health Centre. 
  A new chairman, John Dobson took the helm in 1997, also the 
Exeter bureau’s 50th anniversary a period which had seen it help 
almost 200,000 people. It would also prove to be a year of great 
change; after many years of concern regarding the suitability of the 
premises at Wynards, the bureau was offered a new location at Wat 
Tyler House by Exeter City Council.
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Chapter 3 - On the move again

,Q�LWV�¿UVW����\HDUV�([HWHU�&LWL]HQV�$GYLFH�
Bureau helped 200,000 people

��7KH�PRYH�ZDV�FRPSOHWHG�LQ������ZKLFK�ZDV�DOVR�WKH�\HDU�PDQDJ-
er Lynda Sullivan left the bureau after 11 years, and the country, for 
a new life in Australia. She was replaced by the bureau’s youngest 
manager Richard Feltham, who took on the new role when he was 
DJHG����
  The chairman at the time John Dobson, recorded in that year’s 
DQQXDO�UHSRUW�KRZ�WKH�QHZ�RI¿FHV�ZHUH�µD�PXFK�LPSURYHG�ZRUNLQJ�
environment for staff, greater space and improved reception and 
interview facilities.’
��7KDW�\HDU�WKH�EXUHDX�UHFRUGHG�������LQLWLDO�FOLHQW�FRQWDFWV��D����
per cent increase in the number of issues it dealt with which equat-
ed to approximately 100 more clients a month, the rise was attribut-
ed to both the new location and an increase in referrals from statu-
tory agencies.
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The move to Wat Tyler House made a huge difference to the 
service, with better facilities and improved access, right in the 

centre of the city.
  Trustee Dave West said the move from Wynards was hugely bene-
¿FLDO�IRU�WKH�EXUHDX�DQG�WKH�VHUYLFH�LW�FRXOG�RIIHU�LWV�FOLHQWV�
  ‘We now have better facilities, more interview rooms and it’s much 
more accessible to people. We have been able to promote the ser-
vice much more and the number of clients has been increasing as a 
result; and we are still looking at ways of getting into the communi-
ty.’
��,Q������WKH�EXUHDX�WRRN�SDUW�LQ�D�FDPSDLJQ�ZLWK�'HYRQ�&RXQW\�
&RXQFLO�WR�H[DPLQH�DQG�LQFUHDVH�WKH�EHQH¿W�WDNH�XS�E\�ORFDO�SHR-
ple - a scheme which would be a great success and maximise the 

'DYH�:HVW�KDV�EHHQ�D�PHPEHU�RI�WKH�ERDUG�VLQFH������ZKHQ�KH�
ZDV�ZRUNLQJ�IRU�WKH�WKHQ�%HQH¿WV�$JHQF\�
He said his job at the agency helped him in his position. ‘It gave 
me greater understanding of the immense work done by the 

EXUHDX�DQG�KRZ�EHQH¿WV�ZDV�D�ELJ�
issue, quite naturally as it still is to-
day. People come to the bureau with 
so many different problems I don’t 
know how they cope sometimes.’
  He said many of the problems 
facing the clients were essentially 
the same as 65 years ago. ‘I guess 
there are still the same problems, 
but they swing a little. One of the 
big issues at the moment is debt 

and money problems, folks losing their jobs and how to pay the 
mortgage that is certainly noticeable.
  ‘People always have problems and the problems come and go 
depending on the economy and people’s perceptions of what life 
has to offer. These days life is so complicated...it is very import-
ant there is somewhere people can come for a completely un-
biased open chat about their problems and how best to resolve 
them.
  ‘The volunteer staff do a tremendous job and they have taken 
on all the changes we have seen, including the move into IT and 
all the systems we use. They do a tremendous job. Without them 
the bureau wouldn’t operate and I think everyone who has used 
the CAB needs to recognise that.’



LQFRPH�DYDLODEOH�WR�WKRVH�RQ�EHQH¿WV�RU�ORZ�LQFRPHV��5HFRUGV�VKRZ�
WKH�EXUHDX�KHOSHG�WR�JDLQ�DQ�H[WUD����������LQ�EHQH¿WV�IRU�WKRVH�
who were entitled to it.
  The bureau was also developing its own information technology, Mr 
Dobson prophetically stated: ‘The next few years are likely to see 
considerable changes in the way in which the CAB service operates.’ 
  Volunteer advisers worked more than 12,000 hours in the year 
�����������WKH�HTXLYDOHQW�RI�PRUH�WKDQ�VHYHQ�IXOO�WLPH�SRVWV�
��,Q�KLV�UHSRUW�RI������5LFKDUG�)HOWKDP�VD\V��µ&$%�DGYLVHUV�DUH�
skilled researchers, lateral thinkers and team players – and Exeter 
would literally be a poorer place without them.’ 
  Problems faced by clients in 1997 were wide-ranging, although 
DGYLFH�RQ�ZHOIDUH�EHQH¿WV�FRPSULVHG����SHU�FHQW�RI�WKH�SUREOHPV�
handled, consumer-related enquiries accounted for 16 per cent and 
problems arising from housing, employment, issues in the legal sys-
WHP�DQG�IURP�SHUVRQDO�UHODWLRQVKLSV�HDFK�WRRN�EHWZHHQ���SHU�FHQW�
and 11 per cent of the workload. A total of 17 per cent of the prob-
lems were debt related.

7KLV�SLH�FKDUW��IURP�WKH������DQQXDO�UHSRUW��VKRZV�WKH�EUHDNGRZQ�RI�HQTXLULHV�UHFHLYHG�E\�
the Exeter bureau
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'HVSLWH�WKH�LQWURGXFWLRQ�RI�WKH�¿UVW�
computer system, records and infor-
mation sources were still updated by 
hand and there were no facts at peo-
SOH¶V�¿QJHUWLSV�WKDQNV�WR�D�TXLFN�LQWHU-
net search, in the way there is now.
  In 1999 the bureau received 9,795 
enquiries from clients, raising 13,133 
problems.
  Richard Feltham attributed the in-
crease to a number of facts, including; 
that the bureau was becoming more 
effective in dealing with people’s prob-
lems; its new premises; increase in 
staff appointments; increased use of 
information technology and especially 
WKH�LQWURGXFWLRQ�IRU�WKH�¿UVW�WLPH�RI�DQ�
appointment system. No more waiting 
for hours to see an adviser.
  The year 2000 brought the ‘The 
Change Programme’ for all bureaux 
across the UK.
  Increases in technology and meth-
ods of working were planned for the 
coming years. The ways of getting 
information were improving with the 
introduction of CABNET and the in-
creased use of the internet, a new 
money advice system was planned as 
well as changes to the legal service.
��7KLV�ZDV�WKH�¿UVW�\HDU�WKDW�DGYLFH�
was offered by email. That year there 
ZHUH����YROXQWHHUV�SURYLGLQJ�������
half day advice sessions. Funding for 
the service continued to be received 
from the city council and Devon Coun-
ty Council.
  Richard Feltham said in that year’s 
report: ‘We are fortunate that there is 
a strong volunteering culture in Exeter, 
if we had to pay our advisers we’d be 
looking at an additional annual bill in 
excess of £72,000 per annum.’
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Think the CAB knows the 
answer to everything?
These questions from its 
early years suggest that it 
probably does.
Do I need a licence to 
RSHQ�D�¿VK�VKRS"
:KHUH�FDQ�,�WDNH�OHVVRQV�LQ�
ODFH�PDNLQJ"
Who is the prime Minis-
WHU�RI�1RUWKHUQ�,UHODQG"
0\�ZLIH�OHIW�KRPH�WKLV�
PRUQLQJ�OHDYLQJ�RXU�WZR�
FKLOGUHQ�XQGHU�¿YH�LQ�E\�
WKHPVHOYHV��6KH�KDV�GRQH�
WKLV�EHIRUH�DQG�QRW�UHWXUQHG�
XQWLO���SP��:LOO�VRPHRQH�
JLYH�KHU�D�JRRG�WDONLQJ�WR"
,�KDYH�QRW�VHHQ�P\�KXV-
EDQG�IRU����\HDUV�DQG�
,�ZDQW�WR�JHW�D�GLYRUFH��
KRZ�GR�,�VHW�DERXW�LW"
,�KDYH�EHHQ�PDUULHG�WZLFH�
DQG�P\�VHFRQG�ZLIH�LV�QRW�
YHU\�NLQG�WR�P\�OLWWOH�ER\��,�
IHHO�KH�ZRXOG�EH�KDSSLHU�LQ�
D�QXUVHU\�EXW�IHOW�,�VKRXOG�
OLNH�WR�WDON�LW�RYHU�ZLWK�
VRPHRQH�EHIRUH�WU\LQJ�WR�
PDNH�DUUDQJHPHQWV�
0\�KXVEDQG�KDV�OHIW�PH�
DQG�WDNHQ�DOO�RXU�PRQH\��
ZKDW�FDQ�,�GR"
Where can I obtain a hawk-
HU¶V�OLFHQFH"
+RZ�FDQ�,�WUDFH�P\�VRQ�
ZKR�LV�DEURDG"
+RZ�PXFK�ZLOO�LW�FRVW�PH�WR�
KDYH�P\�IDOVH�WHHWK�UH-
SDLUHG"
0\�GDXJKWHU�RI����ZDQWV�
WR�JHW�PDUULHG��&DQ�,�
SUHYHQW�KHU"
:KHUH�FDQ�,�SXUFKDVH�VRPH�
JDUGHQ�VRLO"



Debt problems were still increasing and in the year 2000 Exeter CAB 
assisted its clients to repay a total of £2,065,000 of multiple debt.
  The next few years saw the development of outreach schemes 
with funding obtained for two advisers to attend a weekly session 
in Beacon Heath at The Beacon Project and support for a three year 
project based in Wonford, Burnthouse Lane and St Loyes as part of 
the The Valley Regeneration Scheme. The scheme provided funding 
for a full time outreach worker covering that area.
  In 2002 the bureau was commissioned to undertake 160 home 
visits to social service clients to ensure they were receiving their full 
DQG�DSSURSULDWH�EHQH¿WV��7KH�VFKHPH�ZDV�JHQHUDWHG�D�VLJQL¿FDQW�
LQFUHDVH�LQ�EHQH¿W�XSWDNH��QHDUO\���������IRU�VRPH����FOLHQWV�

RHÀHFWLQJ�RQ�KLV�\HDUV�
at the CAB, for-

mer manager Richard 
Feltham says he still 
feels very proud of the 
organisation.
  He joined the CAB 
when he was looking to 
do some voluntary work.
 ‘I started basic train-
ing to be a CAB advis-
er which takes quite a 
long time. It is a very 
thorough, very rigorous 
training.’
  He worked as an advis-
er for two years and was 
appointed training de-
YHORSPHQW�RI¿FHU��EHIRUH�
becoming manager, a position he held for six years.
   ‘Becoming manager was a big step up for me, because increas-
ingly being a manager of bureau is a stretching job and requires a 
range of skills. While I was aware I would have some parts of jig-
saw, I would have to learn very fast.
  ‘I was blessed with having a superb chairman called John Dobson 
and supported by a very capable treasurer, John Copleston, and 
RWKHU�ZRQGHUIXO�WUXVWHHV�OLNH�$QQD�:DUQH��,�WKLQN�WKH\�IXO¿OOHG�WKHLU�
duties of governance very well.
  ‘One of the things working for the CAB changed my view about was 
age. There we were working as a team and within that single team 
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were people from their early twenties to their eighties, all doing 
the same job with the same level of commitment and passion and 
energy. That was just inspiring, my own ageism slipped away very 
quickly after joining the CAB.’
  He said there were some moments which have stayed with him 
over the years. ‘There was a time when someone had just turned up 
at reception with a £20 donation. The reason they had done this was 
15 years earlier the CAB service had helped out that individual and 
JRW�WKHP�¿YH�TXLG��ZKHQ�WKH\�UHDOO\�QHHGHG�LW��7KLV�IHOORZ�UHWXUQHG�
to the bureau years later to say thank you.
  ‘You never know what is going to come through the door when you 
are a CAB adviser. The next enquiry could be something mundane, 
RU�LW�FRXOG�EH�VRPHWKLQJ�VLJQL¿FDQW�DQG�PDMRU��7KHUH�DUH�WLPHV�ZKHQ�
people are making life-changing decisions based on the information 
we are about to give. You really do feel that weight of responsibility.’
  He said the ethos of the CAB from the time he was manager still 
VWDQGV�¿UP�WRGD\���JLYLQJ�D�IDLU�FKDQFH�WR�HYHU\ERG\��+H�DGGHG��
‘Policies have unintended consequences and our society is very com-
plicated; I think a good society is a fair society and the fact of the 
matter is some people have got a better chance in life than others. 
One thing the CAB does is try and even out the odds for everyone.
  ‘The CAB is there to help anyone who needs the service and ensure 
they can exercise their stake in society. On quite a deep level it feels 
like it is needed.
 ‘One of the things about saying CAB is 65 years old; you might 
think it is old and tired - that’s retirement age – but the opposite is 
true. When I was manager here I saw continually the service adapt 
and change. We introduced computer systems, things were becom-
ing electronic and we now have the tech to deal with those things.
  ‘Social policy work is more important than ever, there are sweeping 
changes taking place across all of our legislative systems particularly 
DURXQG�KRXVLQJ�DQG�EHQH¿WV��6R�DFWXDOO\�RQH�RI�WKH�VWUHQJWKV�RI�WKH�
CAB service is its consistency, it’s been here for a long time, but also 
the fact that it is nimble and it has continued to change.’
��5LFKDUG�OHIW�WKH�EXUHDX�LQ�������IRUPHU�ZHOIDUH�ULJKWV�RI¿FHU�0DWW�
Brown took over as director and Dennis Mardon took on the role of 
chairman of the CAB, a position he holds today.
  By November 2006 the CAB had extended its services to open ev-
ery day to clients with drop-in sessions as well as appointments. An 
adviser was available at County Court to help people at risk of losing 
their homes and outreach services were available at Glasshouse 
Lane and Wonford.  Matt Brown handed over to the current chief 
executive Steve Barriball in 2007.



Today Exeter Citizens Advice Bureau is part of a network which 
delivers advice service from 3,500 locations across England and 

Wales. The network relies nationally of 21,500 trained volunteers. 
Visits to the bureau’s self-help website www.advice guide.org.uk 
have risen to 14.2 million.

  More than half a million people have been helped
E\�([HWHU�&$%�VLQFH�LW�¿UVW�RSHQHG�LWV�
GRRUV�WR�WKH�SHRSOH�RI�([HWHU�LQ������

  
Current chief executive Steve Barriball, 
pictured right, said although much had 
changed during that time, some things 
were still strikingly similar.
  He said: ‘I believe we are as relevant 
today as we were the day we started. 
Although there have been great chang-
es in society and many things are 
different, there are still fundamental 
problems.
  ‘For instance in the 1940s and 1950s 
there was rationing; we still have food 
vouchers today for people to access 
foodbanks. There were housing short-
ages then and affordable housing 
remains an issue today.
  ‘And through the decades we have 
seen people having problems with debt, whether it was the door-to-
door salesman of the 1950s or the ‘payday lenders’ of today, this is 
an issue which remains just as current.’
  From its roots as an organisation which helped people in need, the 
bureau of today has a voice in social change and reform.
  Steve said: ‘Today we have twin aims, most people when they 
think of the Citizens Advice Bureau, they think of people in interview 

Chapter 4 - The CAB today
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rooms or answering the phone and giving advice; but we have a 
twin aim which is about social policy and involves campaigning for 
changes in policy and practice from government, businesses and 
local government.

The Exeter bureau is involved 
in lobbying government, both 
locally and nationally, regarding 
a wide range of issues, includ-
ing concerns over pay day lend-
ers, loan companies who lend 
at very high rates of interest, in 
some cases without regard as 
to whether the client is able to 
repay the loan.
  He said: ‘We believe that 
some of the pay day lenders 
are not acting in the best inter-
ests of the clients.
  ‘They are refusing to freeze 
interest even when people are 

having problems paying their loans back. Some local authorities 
have already banned pay day lender advertising from bus stops and 
publicly-owned buildings. So that is a real example of social policy in 
action.’
  Advisers also gather evidence from every client they see to assess 
ZKHWKHU�WKHLU�GLI¿FXOWLHV�DUH�GXH�LQ�DQ\�ZD\�WR�IDLOXUH�LQ�JRYHUQPHQW�
policy or practice.
  Steve added: ‘Whenever there is a change in national or local pol-
icy we are already starting to think about what it is going to mean 
for people.
 ‘Fundamentally we always have to remind ourselves that we are a 
charity. We are not an arm of national or local government, despite 
many people thinking that we are.
  ‘Because we are a charity we have certain values and those values 
are about targeting the people in most need, looking after the most 
vulnerable in society.
  ‘At the same time we need to make sure we have got a range of 
services which are available to the whole of the community. That 
FDQ�EH�TXLWH�D�GLI¿FXOW�EDODQFH��EXW�LI�ZH�KROG�WUXH�WR�RXU�FRUH�YDO-
ues, and that is about people and people in need, then we won’t go 
far wrong.
  ‘Looking forward to the future I think we are an organisation which 
looks ahead, trying to understand what the future challenges will be 
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and then coming up with strategies to meet those. 
  ‘Our thanks really do need to go to all those people who have 
JLYHQ�VR�PXFK�WR�([HWHU�&$%��IURP�WKH�¿UVW�FKDLUPDQ�$UWKXU�.HW-
tlewell, to the thousands of volunteer workers and paid staff, those 
seeing clients and those working hard in the background, either in 
WKH�RI¿FH�RU�DV�D�PHPEHU�RI�RXU�WUXVWHH�ERDUG��%DVLFDOO\�ZLWKRXW�WKH�
goodwill and positivity of so many people Exeter CAB would not be 
the respected organisation it is today.’
    

When the Exeter Citizens Advice Bureau opened its doors 65 
years ago it had one member of staff, Audrey Deacon, working 

in a freezing cold room with layers of clothes to keep warm. There 
was a committee of 16 people, led by Mr Kettlewell giving their time 
voluntarily to help the people of Exeter with their many and diverse 
TXHVWLRQV��$QG�LQ�WKDW�¿UVW�\HDU�WKH�EXUHDX�GHDOW�ZLWK�������HQTXL-
ries.
  Today the questions are just as diverse, but now there are 76 vol-
XQWHHUV��LQFOXGLQJ����WUXVWHH�PHPEHUV��7KH�¿QDQFLDO�FRQWULEXWLRQ�RI�
those volunteers is estimated at £276,137 or the equivalent of more 
than 10 full-time staff.
��,Q�WKH�ODVW�\HDU�YROXQWHHUV�SURYLGHG��������KRXUV�RI�WLPH�KHOSLQJ�
20,133 clients through various advice and information platforms and 
they dealt with 32,367 individual client problems.
  In those early days the bureau was set up with a £200 grant from 
Exeter City Council and had to rely on donations from local people 
and street collections.
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6RPH�RI�WKH�SHRSOH�ZKR�FRQWULEXWH�WR�WKH�VXFFHVV�RI�([HWHU�&LWL]HQV�$GYLFH�
%XUHDX��YROXQWHHUV��SDLG�VWDII�DQG�WUXVWHHV�DUH�SLFWXUHG�LQ�WKH�RI¿FH�DW�:DW�7\OHU�
+RXVH�LQ�-XO\�������
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  Today Exeter Citizens Advice Bureau relies on funding from the 
local authority, contracts and grants to the sum of £531,499.
  People can now get advice 24 hours a day to help resolve their 
OHJDO��¿QDQFLDO�DQG�RWKHU�SUREOHPV��YLD�WKH�&LWL]HQV�$GYLFH�VHUYLFH¶V�
Adviceguide website.
��$GYLFHJXLGH�UHFHLYHG�PRUH�WKDQ����PLOOLRQ�YLVLWV�GXULQJ���������
and includes information translated into Welsh, Bengali, Chinese, 
Gujarati, Punjabi and Urdu.
��'XULQJ���������&LWL]HQV�$GYLFH�%XUHDX[�DOO�RYHU�WKH�FRXQWU\�
helped more than two million people. It is estimated that nearly half 
                           the population has used the CAB service at some 

point in their lives and 97 per cent 
know what the service is.

  The advice and information 
SURYLGHG�E\�WKH�&LWL]HQV�$GYLFH�

Bureau is free,
independent,

FRQ¿GHQWLDO�DQG�LPSDUWLDO��
  
CAB advisers can write letters and 
make phone calls to service provid-
ers on their clients’ behalf.
  They can help people prioritise 
debts and negotiate with creditors. 
They can also refer clients to spe-
cialist case workers, who are able 
to represent people at court and 
tribunals.
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Looking back over 
the last 65 years the 

current chairman of the 
board of trustees, Den-
nis Mardon, said Exeter 
Citizens Advice Bureau 
was an essential service 
for the city.
  ‘In this constantly 
changing and demand-
ing society the Exeter 
bureau has stayed 
current and relevant 
and is needed as much 
today as it was when it 
ZDV�¿UVW�FRQFHLYHG��EDFN�
in that meeting in the 
Guildhall in 1946.
  ‘I feel extremely proud 
of the high quality ser-
vice we offer and the 
dedication of all our 
staff, both voluntary and 
paid and the members 
of our trustee board.’
  He added: ‘Everyone 
who has been involved 
with Exeter Citizens Advice Bureau, in whatever capacity since 
1947, should feel great pride in what they have achieved.
  ‘For more than 65 years this organisation has operated, in the 
ZRUGV�RI�WKH�¿UVW�FKDLUPDQ��0U�1HZFRPEH��IRU�µWKH�JRRG�OLIH�RI�
the citizens of Exeter’ and that simple statement is just as true 
today.
  ‘Everyday our staff make a difference to people’s lives, whether 
in a small way or in a major life-changing way. We see people 
at one of the most distressing times of their lives and in our 
non-judgemental, impartial way make a real difference to them.
  ‘ Times change and people’s needs change and an organisation 
such as the CAB grows and evolves to meet those needs – but 
D�GHPDQG�IRU�D�FRQ¿GHQWLDO�DQG��PRVW�LPSRUWDQWO\��IUHH�VHUYLFH�
like this continues to this day and into the future.’

&KDLUPDQ�RI�([HWHU�&LWL]HQV�$GYLFH�%XUHDX��
'HQQLV�0DUGRQ��VDLG�WKH�RUJDQLVDWLRQ�KDV�DQ�
LPSRUWDQW�SDUW�WR�SOD\�LQ�WRGD\¶V�VRFLHW\








