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Our Wokingham office has moved! It seems to have taken forever — it took about 18
months from identifying suitable premises until we
actually moved. We are opposite the Town Hall and
are neatly ‘sandwiched’ with our entrance between
W H Smith and Abbey. We now have 6 spacious air
conditioned interview rooms which will allow us to
see more people more efficiently. Year on year we
have more people coming to us seeking help. For
the year 2007 - 2008 we saw a 2% increase in the
total number of people coming to us (that's an extra
178 people). However the number of people coming
to us for the first time rose by a staggering 31% - an
extra 1157 people. Although our move was because
of the impending Wellington House demolition it has
proved to be very timely as it was becoming very
difficult to cope with the shortage of space for
interview rooms and for advisers to work efficiently.

The entrance in Market Place This move has certainly sorted our space problem in

Wokingham, along with giving us a better location. It

will also allow us to implement the Citizens Advice Access strategy, which will allow us to
see more people more efficiently.

We have now sorted out our Wokingham office. But, we are still suffering from cramped
conditions in our Woodley office. One of the things we need to consider for the future is
our location in the portacabin leaning against the library in Headley Road.

John Ferguson
Bureau Manager

The Bureau is an active member of the Citizens Advice Berkshire Managers’ Forum . As a
member we take part in identifying and planning to fill gaps in advice service provision within
Berkshire by collaboration with the other Bureaux within Berkshire and with Citizens Advice South
Region. Our Bureau Social Policy Group works to identify areas of injustice or unfairness
affecting people throughout Wokingham and Berkshire. The group then campaigns to try to resolve
the identified issues that Berkshire people face.

The Bureau is also actively involved with:
Wokingham Borough Voluntary Sector Forum (our Manag er is the current Chair) and through
the forum the Wokingham Borough Strategic Partnership.

Wokingham BME (Black and Minority Ethnic) Forum

Wokingham Domestic Abuse Forum (our Manager is the current Co-Chair)




The time commitment this year has been
preparing to move the Bureau from the
premises in Wellington House to a
location in the town centre. The Borough
Council has been supportive with
additional funding for the premises and
practical assistance where appropriate,
but the bulk of the planning and
preparation has rested with the staff and
volunteers. A small team including
trustees, volunteers and staff have
worked with the manager to locate
suitable premises and to assist with legal
and contractual matters. The bulk of the
responsibility has rested with the
Manager, John Ferguson who has
pursued this resolutely, despite
numerous delays.

The new premises will be the
springboard for looking at the new
Gateway access strategy for the bureau,
and work will commence on that in 2008.
The new premises will lend themselves

Wokingham Borough Council and the
local town councils. Higher standards of

advice review, combined with
increasingly complex problems faced by
our clients has meant a greater

investment in paid staff in recent years,
and the Trustees continue to be
concerned that new sources of
sustainable funding will be needed just to
maintain the level of service we currently
offer. Most of the local Parish Councils
now make a contribution to the work of
the Bureau, but sustainable funding from
the local business community has proved
very difficult.

The Trustees continue to be grateful to
the volunteers, without whom the bureau
cannot function. The commitment to
training and the advice schedule is
demanding, and we are lucky to have so
many volunteers willing to undertake the
work, supported by highly competent
paid staff.

more easily to the new approach. ,
Judith Scott

The financial position of the bureau
remains very tight, despite the generosity
of those who provide funding, particularly

Chair of the Management Committee

Funding

The majority of our funding comes from Wokingham Borough Council. We also receive
significant funding from Wokingham, Woodley and Earley Town Councils as well as most
of the Parish Councils. We take this opportunity to thank them all for their generous
recognition of the valuable service that we provide to people within the Borough.

We also receive funding in other ways. For example, we receive our premises at
Wokingham and Woodley as part of the grant from Wokingham Borough Council. We
have also received funding this year for our office move from Citizens Advice, The Earley
Charity, Wokingham Lions Club, JCP Insurance and The Rotary Club of Wokingham. We
would also like to thank the five local solicitors who provide free advice on a weekly rota
basis to our clients and the 2 IFA’'s who volunteer free for our Moneyplan project. We
would also like to thank Owen, West & McGregor who administered our payroll free of
charge and who conducted our annual accounts examination. Please see inside the back
cover for a list of people and organisations that helped the Bureau.
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Our main premises are in Market Place, Wokingham. We have an extension Bureau in
Woodley (next to the library). The rents for both are covered by our grant from
Wokingham Borough Council. We also have outreaches at Crowthorne Baptist
Church, Swallowfield Medical Practice, Brambles Children’s Centre and Reading
County Court. All of these premises are supplied to us rent free.

Management
14 Management Committee members

1 Bureau Manager

I
Admin
Training Social Policy 1 Admin Manager
1 Guidance Tutor 1 vol SP coordinator 4 Admin Volunteers
™ e N

Advice Service Specialist Advice

2 Advice Service Managers 2 Money Advisers

39 Advisers 2 Employment Specialists
9 Trainee Advisers (1 Local Manager R 6 Solicitor Firms on Rota
- 12 Advisers 2 Independent Financial
1 Trainee - Advisers /
2 Receptionists

NG J
2 Money Advisers 2 Outreach workers
5 Outreach workers

IS

1 Outreach worker 1 Outreach worker
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The Annual Report presents an opportunity
to us as Advice Service Managers (ASM's)
to give an overview of the advice given by
the Wokingham Bureau over the previous
year.

Between us we are in the Bureau for four
full advice sessions: Monday to Thursday,
from 8:30am to 3:30pm We are regularly
consulted on difficult or complicated cases
while our excellent volunteer Advice Ses-
sion Supervisors deal with most of the ad-
vice support. The ASM's act as back up
support on busy days and offer continuity of
approach from day-to-day (something which
is in short supply given that advisers are on
duty for one day a week only). In addition,
we check the daily case sheets and do fol-
low-up work where necessary for example,
contacting the Department of Work and
Pensions or writing letters of appeal, and we
undertake the management of long-running
cases. In all, the ASM's get a pretty clear
picture of what comes into the Bureau week
by week.

The most marked change has been seen in
the number of housing cases we deal with:
cases of homelessness and threatened
homelessness; problems over rental depos-
its; poor housing conditions and rights to
repair; unsuitable housing and overcrowd-
ing; neighbour disputes; rights to the home
in cases of relationship breakdown. Cases
of threatened eviction and possession ac-
tions are commonly seen and as these
cases are invariably the result of debt (rent/
mortgage arrears) they are handled by the
Bureau Money Advice Specialists.

We continue to see large numbers of em-
ployment cases. We see clients’ employ-

Between 1st April 2007 and 31st March 2008 Wokingha

Advice Bureau helped 9,945 people with 13,991

ment contracts that have been arbitrarily
changed; the failure to pay what was
agreed; unfair selection for redundancy; dis-
crimination (racial and sexual); the failure to
grant Maternity Rights; refusal to abide by
Health and Safety Legislation; the flaunting
of Minimum Wage legislation and holiday
rights and many, many more cases. The
most complicated problems and those
where Tribunal action is a possibility are re-
ferred to our highly-valued Bureau Employ-
ment Specialists.

The cases which advisers usually find most
challenging are those involving complex
Welfare benefit issues: overpayments; the
refusal of benefit; overlapping benefit prob-
lems. The details themselves can be hard
to follow and DWP letters are so often con-
fusing, given that the problem can have de-
veloped over months and years. We are
often left trying to help unravel details from
very unclear sources — this is very time-
consuming and sometimes not possible. In
such cases the Bureau would definitely
benefit from a Welfare Benefit Specialist
Worker who would have much of the de-
tailed knowledge to hand and the expertise
to help clients take cases to appeal, some-
thing which our limited resources do not al-
low at present.

The Bureau is extremely fortunate in having
such a wonderfully dedicated and able team
of volunteer Generalist Advisers, Employ-
ment Specialists and Volunteer Advice Ses-
sion Supervisors in the Wokingham Bureau.
Our grateful thanks for all that they do.

Sylvia Haslam & Gill Cobau

Advice Service Managers

m & District Citizens
new problems and enquiries.
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Most people are aware of the work that
Citizens Advice does in giving advice to
members of the public. It is not so widely
known that Social Policy is an equally
important function of the organisation.

Social Policy means identifying where
people encounter problems caused or
aggravated by failings of the system, or
because of unjust or ineffective rules or
regulations. Citizens Advice must base
its campaigns for improvement on hard,
case-based, evidence, and this is
provided by the local bureau submitting
Bureau Evidence Forms (BEF's) for
national consolidation. In 2007/2008
ninety three detailed evidence forms
were produced by Wokingham & District
CAB.

Some BEF's this year reflected an
increasing trend for large organisations,
including banks and utility companies, to
sub-contract the management of debts to
other organisations and then refuse to
deal directly with their customers when
they wished to query the debt. Interest
and penalty charges from the debt can
escalate out of all proportion to the
original amount owed.

Communication with the Department of
Work and Pensions (DWP) and Job
Centre Plus (JCP) continues to be of
concern. For example it is sometimes so
difficult to achieve contact that a benefits
ruling cannot be challenged within the
time allowed for an appeal.

The bureau was contacted by a local firm
of solicitors who feared that new
contracts being imposed on them by the
government would prevent them from
continuing to carry out legal aid work. We
contacted local solicitors to discover what
impact this problem might have in the
Wokingham district. There were just four
solicitors out of eighteen in the
Wokingham District that we found were
able to offer Legal Aid, and this was for
Family and Matrimonial matters only.

Graham Keates
Social Policy Coordinator




We have a total of 110 new self-help
debt clients this financial year. We con-
tinue to act for 20 clients. We have re-
cently started a more detailed debt analy-
sis that showed that in the month of April,
Wokingham Bureau saw 50 clients with a
total of around £900,000 of debt (not in-
cluding their mortgages).

This reflects the recent ‘debt headlines’
of

Total consumer credit lending at
December 2007 £224bn

Average household debt of £8985

Average interest on credit card debt
currently 17.13%

10.3 million Brits state their debt is
unmanageable

The average person in the UK now sees
over half (53%) of their take home pay
eaten up in debt repayments
(inc mortgage)

figures courtesy of Grant Thornton, April 2008

The cases we have seen are often ex-
tremely complex, with clients having sev-
eral issues. It is not unusual for debt cli-
ents to be with an adviser for most of the
day. We have seen clients from all in-
come brackets who have become mort-
gage ‘up to the hilt’ having either remort-
gaged or taken on consolidation loans

secured against the house.

The ‘credit crunch’ is starting to show
and several clients report that they have
been unable to either find a better rate to
remortgage to, or they are unable to get
any credit at all because of their credit
history.

Rachel and Sue have been on a training
day with Grant Thornton which provided
useful knowledge on the new Debt Relief
Orders which should be introduced in
May 2009. They will provide an alterna-
tive to Bankruptcy for those clients with
debts under £15,000. The fee is ex-
pected to be under £100 compared with
the current cost to go bankrupt for those
in work of £485.

It is expected that the Citizens Advice
Bureau will be able to apply for these Or-
ders for clients from the Insolvency Ser-
vice and a Court appearance will not be
necessary.

Bankruptcy continues to take up a lot of
the Bureau’s resources. We have com-
pleted 13 bankruptcy forms for clients
this year — this takes an average of a day
per form, and we have discussed it as an
option with many more.

Rachel Morrell & Sue Cornish

Money Advice Specialists
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A 34 year old single mother with a baby
of 8 months and a daughter aged 3
years, visited us asking for advice con-
cerning her debt.

She told us that she was a tenant living
in accommodation provided by the local
housing association. She was living on a
limited income and was in receipt of ma-
ternity pay of £100 per week. She in-
tended to seek part-time work to fit in
with the children once her maternity pay
finished.

She explained that 13 years ago she had
taken out a Barclays Bank Personal loan
in her name. She maintained the contrac-
tual monthly payments for approximately
15 months but thereafter was unable to
continue to make any further payments.
She then lost contact with Barclays over
the next few months. She then moved
address several times over the course of
the following few years and she heard
nothing more from them regarding the
repayments on her loan. She assumed
that the debt had been written off and
thought no more about it.

However 13 years later, she was dis-
tressed to receive a letter from a com-
pany called Thames Credit Ltd stating
that the outstanding sums due on the
loan repayment had been assigned to
them and demanding immediate pay-
ment of £2,825.

She was very concerned about this as
she had not expected to be contacted so
long after the original loan had been

taken out. She did not have any savings
or spare income and was unable to repay
the loan in full. She was so worried that
she was considering taking out another
loan to enable her to repay the Barclays
loan.

We were able to take a full history from
her of the dates of her repayments and
checked that she had made no contact
with the creditor in the intervening years.

Thames Credit were not able to pursue
the client through the courts as under the
Limitation Act section 5 “an action
founded on simple contract shall not be
brought after the expiration of six years
from the date on which the cause of ac-
tion accrued”.

In fact a period of 13 years had elapsed
since the last contact with the client. We
sent Thames Credit a letter setting out
the facts and highlighting the relevant
time limits in this particular case.

A few days later we were delighted to
confirm to the client that Thames Credit
has responded to our letter and had
agreed to write off the debt in full. This
was a great result for the client who
could so easily have taken out a further
loan to cover the repayments to Thames
Credit thereby potentially burdening her-
self with many months of repayments
which she could ill afford.

Sue Cornish

Money Advice Specialist

The Bureau dealt with 2,491 debt enquiries during 2
This equates to 18% of all enquiries made to the Bu

007-2008.
reau.




Specialist Advisers

At Wokingham CAB we
are lucky enough to have
two employment specialist
volunteers, who come in to
the bureau once a week.

Tony Franklin and Tony
Hall are both retired HR

executives with experience
of dealing with employ-
ment issues and legisla-
tion.

Once a client has had an
initial consultation with a
generalist adviser, a client
with a complex employ-

ment issue can be referred
onto the employment spe-
cialists.

Often the specialist em-
ployment work can involve
continuing casework, for
example preparing for Em-
ployment Tribunals.

Case Study

A 29 year old woman was
employed as an assistant

manager in a clothes
shop. Soon after being
employed she ran the

shop for over 6 months
while management were
being replaced. After over
a year of successfully
working for the company,
she was told that she
might be dismissed as her
work was unsatisfactory.
She was asked to resign
and give arbitrary reasons.
She visited the CAB to find
out what her options were
and how to appeal the de-
cision.

This client first saw a gen-
eralist adviser who helped
her to work through the
events that had occurred,

asking the client to pre-
pare them into a diary
form. The adviser also
helped to prepare an initial
letter to the employer.

The client was subse-
guently dismissed and
then began working with
our employment special-
ists who helped her to fol-
low the correct procedures
and time limits involved in
appealing the dismissal at
an Employment Tribunal.

The Employment Tribunal
application process went
ahead without the em-
ployer responding to any
correspondence from the
client, until finally the case
was won by our client by
default. By not responding,
the employer had not fol-
lowed the Employment Tri-

bunal rules. Our client was
then awarded the full
amount of losses incurred.

However, months later the
employer has not paid the
amount ordered by the
Employment Tribunal and
unfortunately this means
that our client will now
have to seek to recover
this money through the
Small Claims Court.

This is an issue that is be-
coming increasingly com-
mon - cases are won but
there is no guarantee of
clients receiving the
amount awarded. We
hope that this issue could
be addressed by new leg-
islation giving Employment
Tribunals the power to en-
force rulings.

The Bureau dealt with 1,911 new employment related

enquiries during 2007-2008.
This equates to 14% of all enquiries made to the Bu

reau.




Woodley has had another very busy
year. Clients continue to present
increasingly complex problems, often
multi-facetted and requiring a great deal
of time to unravel and deal with.

One of the challenges we face now is a
result of our success and the increased
awareness of the public to our service.
Twenty years ago many clients were
thankful simply for our time and to
receive a leaflet on their enquiry.
However, today many clients have very
high expectations of what they can
expect from the CAB and we need to
manage these expectations carefully.
Most do not seem to realise that the
advisers are, for the most part,
volunteers and although most clients are
grateful for the help they are given, an
increasing number have unrealistic ideas
and the advisers have to bear the brunt
of this.

In the past few months we have been
asked by one client to write a medical
report on his condition for the tribunal
service, after his doctor had refused to.
When we pointed out that we were not
qualified to do this the client stormed out.
Another insisted that we should write to
the council to tell them that they were
wrong to describe her as intentionally
homeless and ‘make them’ give her
housing, despite having given us
information which meant she was clearly
not entitled to this. She insisted that we
were meant to be on her side whatever
the facts were. When it was explained we
were impartial, she was extremely

unhappy with the adviser.

It is touching that clients seem to believe
that we only have to say the word and
government departments will do what we
ask. Some clients have a high awareness
of their rights and some seem to view
CAB as a personal secretarial service.
Among many requests we have been
asked to fill in lottery tickets, fill in a
catalogue for a client's Christmas
presents and organise a skip delivery.

The lack of legal aid provision in the area
is a cause of great concern. There is now
no solicitor providing legal aid cover for
housing nearer than Basingstoke or
Oxford, which is a serious problem as we
seem to have been experiencing a sharp
increase in evictions. One client had,
very unusually, been granted Legal Aid
for a case concerning his livelihood but
had failed completely, as we did, to find a
solicitor prepared to take it on. This is not
justice. If clients cannot find access to
free legal advice they will rely more and
more on the CAB which will put even
more pressure on the advisers. Clients
who need legal advice are
understandably frustrated when they are
unable to access it and are frequently
upset with the adviser even though most
do understand we are trying to help.
However, the very high satisfaction levels
recorded by the Client Satisfaction
Survey show that we must be getting
most of it right.

Charlotte Lloyd-Williams
Local Manager Woodley




Wokingham and Reading
CABx jointly provide a
court support desk at
Reading County Court to
help clients who have
problems with mortgage
and rent arrears and are
being threatened with re-
possession of their prop-
erty. The County Court
normally deals with those
issues on Monday and
Thursday mornings and
the two bureaux provide
the advisers on a monthly
rota basis. Our rota is
staffed by 6 Wokingham
CAB staff plus one from
Henley CAB.

Many of the clients are al-
ready getting support from
our teams for debt and
other issues. Other clients
are referred to the CAB
support desk by judges or
the bailiff's team who as-
sess that the clients are in

need of some additional
support. Having talked
through the issues with the
client, we will often try to
negotiate a position with
the landlord or mortgage
company before the court
hearing. Where this proves
unsuccessful we will help a
client represent his case to
the district judge when the
case is called.

We can often help the cli-
ent either delay or avoid
any repossession, and en-
able the client to gain more
advantageous terms for
the repayment of arrears
than would otherwise be
offered. In mortgage repos-
sessions where the repay-
ments are proving unman-
ageable for the client, we
try to get the client time to
sell the property them-
selves at a better price
than if a mortgage com-

We have been running a
trial outreach morning ses-
sion once a week at the
Brambles Children’'s Cen-
tre since February 2008.
This had a slow but steady
start. This was to be ex-
pected as the children’s
centres are a new service
and it has taken time for
the staff to familiarise
themselves with the cen-
tres and for the public to
become aware of the ser-
vice. The bureau and the
centre have advertised our
services, in-house, at other
child-friendly outlets, at lo-
cal schools, doctor’'s sur-

geries and local libraries.

The Brambles outreach
started with half hour ap-
pointments only, but this
has now changed to drop-
in or appointment and this
seems to work better as
the staff running activities
in the centre often refer cli-
ents during the CAB ses-
sion. Other clients are re-
ferred by Social Workers or
they see the notices
posted on the board in the
centre.

On average there has
been one client per ses-
sion. However, most of

pany initiated a forced
sale. In some cases where
the repossession action
has been going on some
time, or in some specific
types of lease, reposses-
sion and eviction can only
be delayed a very short
time. In these situations we
will do everything we can
to identify alternative ac-
commodation options for
the clients.

For many clients we organ-
ise follow-up appointments
at their local CAB so that
the wider aspects of their
situation can be addressed
and we can follow-up on
any necessary actions aris-
ing from the hearing. In the
last four months we saw
approximately 50-60
clients.

Geoff Wilde

Advice Session
Supervisor

these have been complex
cases that have lasted
nearly the length of the
session and the client has
needed to return for further
advice.

After a meeting with the
Children’s Centres Man-
ager and staff from the
Brambles Centre it has
been decided to extend the
trial period to mid August
2008.

Clare Wright

Adviser
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| cover the Crowthorne out-
reach from time to time.
Normally, 1 am an adviser
at the Woodley Office
working on Wednesdays. |
find that when | take the
session at 10am - 12pm on
a Friday | see on average
three clients. The age of
the clients has ranged from
18 years old to 87 years
old and the problems are
varied.

Public transport is dire in
the Crowthorne area.
Buses run infrequently and
use round about routes.

The train station is on the
outskirts of the village and
offers an infrequent ser-
vice. All in all, people with-
out their own transport find
it hard to get about. The
advice service offered by
the CAB is therefore very
important. We are able to
reach out to people who
cannot get into the Bureau
for much-needed help and
advice.

Alan Welham

Adviser
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In 2006 we began a part-
nership with Reading Uni-
versity’s Law  School,
whereby Law Students
would volunteer at the CAB
as part of their Law De-
gree. In the first year of this
scheme four students
trained in Generalist Ad-
vice and began seeing cli-
ents on the CAB rota. Of

these four, two chose to
continue volunteering to
gain additional experience.
This year we have 5 stu-
dents at the Wokingham
bureau, who have just
completed their four-day
course and are now em-
barking on their first ob-
served interviews during
June. The scheme contin-

The Swallowfield Outreach
service is run from Swal-
lowfield Medical Practice
by appointment only. This
takes place on Thursday
mornings once a month
and is run by a Wokingham
volunteer adviser, Hugh
Dempster. Most clients
have been referred by the
Medical Practice and
roughly an average of
three clients are seen per
session.

ues to be a success as,
once trained, the students
become invaluable advis-
ers on the rota, helping us
to meet the demands of
the ever-increasing num-
bers of clients, and the stu-
dents gain important client-
based experience.




This current training year
has seen four new train-
ees undertaking the certifi-
cate course and complet-
ing their four day training
session in Guildford and
Reading. The rigours of
the training programme
have not dampened the
trainees dedication or
sense of humour and the
whole training process has
been a very productive
one.

The e-learning available

2 4
Six trainee advisers have
completed their training

and received their certifi-
cates. They are now fully
integrated onto the rota.
Another trainee adviser is
due to complete their train-
ing in the next few weeks.
All of these new volunteers
are very welcome addi-
tions to the Bureau.

Training for Generalist Ad-
visers has been continu-
ous throughout the vyear.
Every monthly

adviser

for trainees has been a
mixed blessing with the
pilot scheme on immigra-
tion being withdrawn. The
bureau still faces the prob-
lem in term of time and ex-
pense in photocopying
learner packs and this
situation will continue.

All the trainees have felt
that they have gained
enormously from observ-
ing interviews and also
conducting interviews
themselves under supervi-

%

meeting has included an
element of training as has
every bureau newsletter.
This training usually fo-
cuses on more effective
use of AdviserNet and the
improvement of case re-
cording.

In addition we have had
talks from the Official Re-
ceiver, the mental health
team based in Wallis

House and several ses-
sions on dealing with
benefits.

One important aspect of a
Generalist Adviser’s job is
that they keep themselves

sion. As well as observing
interviews at Wokingham
all the trainees have vis-
ited the bureau at Woodley
and sat in on interviews
there.

In September there will be
a new group of trainees
undertaking the certificate
course in the new prem-
ises and with four fully
functional computers.

Tina Marinos

Guidance Tutor

up to date and they are
therefore required to read
Update, the Citizens Ad-
vice newsletter, every
month. Significant
changes in legislation are
however brought to the
attention of the Advisers
during the adviser meet-
ings. One important
change during this vyear
was the introduction the
Local Housing Allowance
for new tenants in private
rented accommodation.

Gill Cobau

Advice Service Manager
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| first heard about the CAB from a friend
and thought that volunteering sounded
good so | got in touch and started my
training in early January.

| was very apprehensive when | arrived
at the bureau, but after receiving a warm
welcome from our trainer, | soon felt at
ease. There were 4 of us starting the
training course, all from different back-
grounds, and once the office procedures
and health and safety requirements were
explained we were off on our way to be-
coming CAB advisers.

A schedule of the training program was
provided: lots and lots of subjects over a
period of 4 months ending with a 4 day
course. Blimey, what have we let our-

selves in for, and how will we take it all
in?!

Despite my initial fears, an enjoyable but
constructive time was had by all and the
time went by very quickly. The training

was well structured and very intensive
with a different subject covered each
week, helped by detailed learning book-
lets for each one. The only downside was
the amount of homework, which | thought
| had left behind me a long time ago but it
was all worth it in the end. | have learnt a
great deal and will be doing so for some
time. Thankfully, | am not expected to
know all the subjects in detail: thank
heavens for AdviserNet!

Since completing my initial training in
May, there is still more to do, | have now
started to interview clients on my own.
Initially, 1 had some trepidation, but so far
| have found the whole experience very
interesting and rewarding. | have found
the people at the bureau very helpful,
friendly and they have made me very
welcome. Long may it continue!

Martin Brailey

Trainee Adviser

. # . % 555

As a new trainee adviser, |
thought that | would write a
few lines about my motiva-
tion & experiences at CAB.

After retiring from a multi-
national, | thought that giv-
ing some time as a volun-
teer to help people that
need assistance to solve
their problems would be
very useful. This advice
can be offered by CAB.

After 6 months of excellent
training | am now inter-
viewing clients to see what

problems they have and
how we might be able to
help them to resolve their
issues. Working at CAB,
most cases are different
and hence the learning ex-
perience is always ongo-
ing. Help from the Advice
Session Supervisor and
the use of AdviserNet is
invaluable in researching
information that can be of
benefit to the client. This
then offers potential solu-
tions to the client's prob-
lem. The client is then

better informed regarding
their problem and can
make their decision on the
way forward.

CAB is staffed with many
volunteers and all are will-
ing to help clients arrive at
satisfactory solutions. The
advisers come from such
diverse backgrounds so
their experience is invalu-
able.

Keith Fisher

Adviser




Telephoning the Bureau

The bureau has a telephone advice line
where clients can get advice over the
phone. This line is open during all opening
hours. This service is important for giving

Dropping in at the Bureau advice to those clients who may not be
able to visit the bureau. There is also a
recorded message advice system on the
telephones.

The bureau operates a drop-in sys-
tem during all opening hours. Clients
are often able to be seen straight

away, although during busy periods
there may be a wait. If a client cannot
wait they are offered an appointment
for another day.

[

Writing to the Bureau

Clients can post a letter
to the bureau and this is
responded to by either
writing, faxing, telephon-
ing or emailing.

Faxing the Bureau

Clients can fax a letter to the
bureau and this is responded
to by either writing, faxing,
telephoning or emailing.

Emailing the Bureau

Increasingly, clients are emailing the
bureau with enquiries. The bureau
has a system for responding to
emails, which utilises information
available on the web. For complicated
enquiries, clients are often invited in
to the bureau for an appointment.

Note: The way that people access us is currently under review. We will be implementing
a Wokingham version of the Citizens Advice Access Strategy later this year.
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How well did you think the adviser understood
your problem?

32
] 0O Woodley
O Wokingham
43
8
] 13
: == e
Very well Well Quite well Not at all
well

How well did the adviser explain the advice?

32
0O Woodley
O Wokingham
14
=B ==
Very well Well Quite well Not at all
well

How satisfied were you with the advice given?

30
O Woodley
O Wokingham
17
2 0
Very Satisfied Partially Not at all
satisfied satisfied  satisfied

Would you come back to the CAB with another

problem?
38
O Woodley
O Wokingham
56
== —_—
Yes Maybe No

How satisfied are you with the overall service
you received?

30
O Woodley
O Wokingham
41 il
16
‘ —8— )
Very satisfied  Satisfied Partially Not at all
satisfied satisfied




Enquiry Type

Travel

Signposting Tax 1%
6% 1%

Utilities
1% Benefits
20%

Relationship

9%

Other Consumer
1% 4%
Legal

10%
Immigration Debt
1% 18%
Housing ) Education
10% Health 14% 0%

1% Finance
3%




0-16 17-24 25-34 35-49 50-64 65-74 75+

Not
recorded

Gender

Female Male Not recorded

Ethnicity

3000
2500
2000
1500
1000

500

White BME Not recorded




O Couple
Household
O Couple w ith dependent children
1200+ 0O Couple w ith non-dependent children
1000 O Other adult only
800+ 0O Other with dependent children
600 - .
W Single person
400
O Single person with dependent
2004 children
B Single person with non-dependent
0. children
W Not recorded
Housing
1600
1400 :
@ Council Rented
1200+ O Housing Association
1000 | O Lodger
O Now here to stay
800+ 0O Ow ner Occupier
600 B Private Rented
O Temp Accommodation
400
W Not recorded
200+
0-
Occupation
1400+ O Employed >= 30 hrs p/w
1200 O Employed < 30 hrs p/w
O Looking after home/family
1000 O Other
8004 O Permanently sick/disabled
B Retired
600+ O Self employed
400 B Student
B Unemployed
200 @ Volunteer
0. = Not recorded




Local Authority

Windsor and
Maidenhead Other
West Berkshire 1% 3%

2%

Not recorded

Reading 4%

9%

Bracknell Forest
5%

Wokingham
76%

Local Authority Ward No. | % JLocal Authority Ward No. %

Arborfield 47 |1.6% | Maiden Erlegh 110 | 3.7%
Barkham 57 11.9% | Norreys 323 110.7%
Bulmershe and Whitegates 211 | 7.0% J Remenham, Wargrave & Ruscombe | 44 | 1.5%
Charvil S1 [1.7% | Shinfield North 47 | 1.6%
Coronation 129 [4.3% | Shinfield South 70 | 2.3%
Emmbrook 212 | 7.0% | Sonning 56 | 1.9%
Evendons 198 |6.6% | South Lake 155 | 5.1%
Finchampstead North 96 |3.2% | Swallowfield 52 | 1.7%
Finchampstead South 124 14.1% | Twyford 57 | 1.9%
Hawkedon 99 |3.3% J Wescott 168 | 5.6%
Hillside 75 [2.5% jWinnersh 223 | 7.4%
Hurst 38 | 1.3% | wokingham Without 94 | 3.1%
Loddon 276 [9.2% | Total 3012
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Unrestricted Restricted Total Total
Fund Fund 2008 2007
Notes £ £ £ £
INCOMING RESOURCES
Voluntary income
Donations 70 - 70 785
Investment income
Bank interest 1,565 - 1,565 1,345
Incoming resources from charitable activities
Grants receivable from:
Wokingham District Council 3 156,820 - 156,820 148,373
Wokingham Town Council 6,500 - 6,500 5,700
Woodley Town Council 3,376 - 3,376 3,164
Earley Town Council 1,000 - 1,000 1,000
Local Parish Councils 4/5 2,560 - 2,560 3,660
Other sources 169 1,969 2,969 412
Other sources - re office move - 17,700 17,700 -
Total grants and other income 170,425 19,669 190,094 167,931
TOTAL INCOME FOR YEAR 172,060 19,669 191,729 170,061
TOTAL EXPENDITURE FOR YEAR 170,938 19,669 190,607 169,762
SURPLUS (DEFICIT) TO GENERAL FUND 1,122 - 1,122 299




COSTS IN RESPECT OF CHARITABLE ACTIVITIES

Notes
Outreach costs
Staff costs
Staff and volunteer expenses
Staff refreshments
Advertising and publicity
Meetings
Information systems
Premises costs waived by W.B.C. 3
Electricity
Cleaning
Telephone
Postage and stationery
Photocopier costs
Equipment, furniture and repairs
Computer equipment, support and maintenance
Sundries
Up-grade computer & office equip. provision 6

Provision for moving costs 7

GOVERNANCE COSTS 2
General office and finance staff

Staff training

General office expenses

Accountancy fees

Audit fees

Legal and professional

Bank charges

Subscriptions

Insurances

TOTAL EXPENDITURE FOR YEAR

Unrestricted Restricted Total Total
Fund Fund 20 08 2007
£ £ £ £
2,122 1,725 3,847 4,200
92,202 - 92,202 98,036
5,983 - 5,983 5,809
973 - 973 1,153
- - - 348
826 - 826 -
4,347 - 4,347 4,427
24,500 - 24,500 23,650
- - - (2,400)
830 - 830 888
2,606 - 2,606 3,548
1,738 - 1,738 2,957
880 - 880 295
1,904 - 1,904 325
2,266 - 2,266 1,546
102 244 346 314
3,500 - 3,500 (1,165)
- 17,700 17,700 -
144,779 19,669 164,448 143,931
22,163 - 22,163 21,888
91 - 91 478
494 - 494 405
999 - 999 -
- - - 1,175
686 - 686 65
- : - ®
428 - 428 593
1,298 - 1,298 1,233
26,159 - 26,159 25,831
170,938 19,669 190,607 169,762




CURRENT ASSETS

Debtors and prepayments
Cash at bank

Cash at Bureau — Wokingham
Woodley

CURRENT LIABILITIES

Bank overdraft
Creditors and accruals

NET CURRENT ASSETS

Represented by:
UNRESTRICTED DESIGNATED FUND

Terminal and Operations Reserve

UNRESTRICTED GENERAL FUNDS

Opening balance
Add Surplus (deficit) for year

Notes

(1,745)
(31,877)

60,888

25,000

2,435
34,892

37,423

25,000




. These accounts have been prepared on the historical cost basis and are a detailed analysis
taken from the statutory accounts.

. Governance costs include those costs associated with meeting the constitutional and
statutory requirements of the charity and include the accountancy and audit fees and costs
linked to the strategic management of the charity.

. The Bureau does not pay for the use of its various offices, these being provided free of
charge by Wokingham District Council. An amount of £24,500 has been added to grants
received from Wokingham District Council and a similar amount included in expenditure to
reflect this additional contribution in support of the Bureau.

. The income in unrestricted funds from Local Parish Councils is made up of the following

amounts received during the year from: £
Barkham 300
Finchampstead 800
Winnersh 250
Shinfield 775
Twyford 235
Charvil 200

Arborfield and Newland -

. The costs of the two Outreaches which the Bureau operates are met by:-
Wokingham Without Parish Council (Crowthorne Outreach)
Swallowfield Parish Council (Swallowfield/Shinfield Outreaches)

The income received of £1,725 is shown in restricted funds.

. The bureau has updated its paper based information system with a computerised system
under the NACAB Citizens Connect Project. The bureau created a provision to cover the
cost of this upgrade in previous years. This initial upgrade has now been achieved but there
will be constant ongoing upgrades of equipment and software and a provision for these
future costs of £6,000 has been made (an increase of £3,500 over the previous year).

. The bureau has had to move premises after the end of the financial year resulting in
substantial costs. The bureau has however received a number of grants and donations to
cover these specific costs as follows:-

CITA Grant 11,500.00
BCF 2,000.00
Moneyplan 2,000.00

The Early Charity 1,500.00



Wokingham Lions 500.00

Wokingham Rotary Club 100.00
BJP Insurance 100.00
£17,700.00

8. The Charity Commissioners require organisations such as the Bureau to establish reserves to
cover the eventuality of the Bureau ceasing to operate. The Terminal Reserve was estab-
lished at 31% March 2002 to cover the costs relating to the termination of employment con-
tracts and any ongoing lease commitments. The bureau has decided to extend this reserve to
also cover general operating costs in the event that income ceased from current sources. The
amended policy is to maintain at least three months operating costs in order for the charity to
seek alternative funding. The actual reserve required to cover these obligations and operating
costs at 31 March 2008 is £62,006. Due to there being a small surplus for the year it has not
been possible to increase the current provision of £25,000.
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WOKINGHAM & DISTRICT CITIZENS ADVICE BUREAU

WOKINGHAM

First Floor Monday 9.00am - 3.00pm
26-28 Market Place Tuesday 9.00am - 3.00pm
Wokingham Wednesday 9.00am - 3.00pm
RG40 1AP Thursday 9.00am - 3.00pm
Advice Line: 0844 499 4126 Friday 9.00am - 1.00pm
Admin Line: 0118 978 7258

Fax: 0118 979 6194

E-Mail: public@wokingham-cab.org.uk

Website: www.wokingham-cab.org.uk

Free Legal Advice (by appointment only) Tuesday 2.00pm - 3.00pm
Free Independent Financial Advice Monday 1:30pm - 3:30pm
(by appointment only)

WOODLEY

Headley Road Monday 9.30am - 3.30pm
Woodley Wednesday 9.30am - 3.30pm
RG5 4JA

Admin Line: 0118 969 9006

CROWTHORNE

Baptist Church Friday 10.00am - 12.00pm
High Street

Crowthorne

RG45 7AT

READING COUNTY COURT

160-3 Friar Street Monday 9.30am - 12.30pm
Reading Thursday  9.30am - 12.30pm
RG1 1HE

(Representation and advice on mortgage, rent arrears and possession proceedings)

SWALLOWFIELD

Swallowfield Medical Practice Thursday 10.00am - 1.00pm
The Street (by appointment only)
Swallowfield

RG7 1QY

Telephone: 0118 988 3134

BRAMBLES CHILDREN'S CENTRE

Budges Gardens Wednesday 9.00am - 12.00pm
Budges Road (drop in and appointments)
Wokingham

RG40 1PX

Telephone: 0118 908 8010

TELEPHONE ADVICE - 0844 499 4126

Registered Office: Ratcliffe Duce & Gammer, 86 RasStreet, Wokingham, Berkshire, RG40




