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The theme for the year could have been ‘all change’. Last July, just before the last AGM, 
we changed our location in Wokingham to our current office in Market Place. The year 
since then has proved that it was a good choice as we are easy to find and very 
accessible. 

 

However, we very quickly realised that once again we were starting to operate at full 
capacity in terms of people that were dropping in to see us for advice. Waits of over an 
hour to see an adviser became the norm. We also started to see an increase in the 
number of phone calls and in the number of people emailing us for advice. So, we decided 
that we would have to change the way we work. What we have come up with, and have 
been operating from the beginning of March, is what we call our ‘access strategy’. We 
have put a greater emphasis on answering phone calls and assessing callers’ needs. We 
have introduced more appointments (up to around 38 a week from a previous 18 a week). 

 

For more details of the access strategy pilot see page 12 of this report. The pilot project 
was very successful and in some ways we are the ‘victim’ of our own success. The 
telephone service has now become so popular and successful that we now need to 
develop it further to keep it going. To this end we have started to look into training 
volunteer telephone assessors (currently using the volunteer generalist advisers is proving 
to be a drain on the drop in and appointment service) and into employing a supervisor to 
manage the telephone and email service. We are currently looking for funding for this. 

 

With the help from additional funding from BERR we have started an evening session with 
8 appointments and 2 hours extra a week answering more phone calls. This extra funding 
will last until the end of March next year. 

 

Another funding development is a 2 year agreement with Wokingham Borough Council to 
provide us with an extra £5000 a year up to March 2011. This is specifically aimed at 
helping our team that attends Reading County Court. The main work there is advising and 
giving practical help and representation to people appearing in Court that are threatened 
with losing their homes. 

 

Our phone service is now answering up to 65% of the over 700 callers a month (more 
would not be possible without more funding to provide extra phone lines, phones and staff) 
whereas before March 2009 we were managing around 5-12%. 
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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. The group then campaigns to try to resolve the identified 
issues that Wokingham 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, and the W okingham Sustainable 
Communities Partnership. 

Wokingham BME (Black and Minority Ethnic) Forum 

Wokingham Domestic Abuse Forum 
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The effects of the current recession are far reaching and in recent months we have seen a 
massive increase in the incidence of issues that require support. We are working hard to 
respond swiftly to minimize the cost of unresolved problems and speed community 
recovery in an increasingly resource pressured environment. Last year we: 

· saw around 5 thousand new unique clients, 
· had around 11 thousand  contacts with clients, 
· advised on around 15 thousand  problems, 
· helped clients with debts totalling £12,799,338, 
· sent over 100 detailed bureau evidence forms to Citizens Advice. 
 

The biggest actual and percentage increases seen by us over the last few years have 
been in Debt, Benefit and Employment. These are not only showing large annual 
increases, but an accelerating trend when compared with the previous year. In 2008/09 
there were large annual percentage increases in a series of key indicators: 

· Jobseekers Allowance (JSA) advice increased by 58% 
· Redundancy advice more than doubled (up 117%) 
· Mortgage arrears advice was up by half (48% increase) 
· Fuel debt advice up by 23% and Council Tax arrears up 54% 

 

John Ferguson         
Bureau Manager 



 

only funded for a year and the extended 
hours may have to be withdrawn when 
the funding ends. 

 

The generous support of Wokingham 
Borough Council and the local town and 
parish councils continues to ensure the 
bureau is able to offer a vital service to 
the community, particularly in these 
troubled times.  Wokingham is not 
immune to the economic crisis over the 
last few months, and it is good to have 
the support of the local authorities 
particularly at a time like this. 

 

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. 

Judith Scott 

Chair of the Trustee Board 

It has been a full year since the Bureau 
moved to its new premises in Market 
Square.  In some ways it feels as if the 
bureau has been there a long time, due 
in large part to the planning for the move 
undertaken by the staff which allowed the 
operation to move smoothly into gear and 
absorb an increase in workload. 

 

The new access programme has 
transformed the bureau’s ability to handle 
phone enquiries.  Specialist teams 
handle the telephones, and arrange 
appointments if needed.  While the 
bureau still offers a walk in service, the 
number of appointments is increasing, 
allowing clients and advisers to be better 
prepared for the meeting.  It has also 
allowed the bureau to increase the 
number of clients that it advises, despite 
the increasing complexity of the problems 
many may have, and this is reflected in 
the year’s statistics.  The level of intensity 
in the working day for the advisors is now 
high and we cannot expand the service 
without new resources – even sustaining 
the current level of workload is 
demanding.  We have also extended the 
hours the bureau is open, although this is 

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 six 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 Chantrey Vellacott who administer our payroll free of charge. 
Please see inside the back cover for a list of people and organisations that helped the 
Bureau. 
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John Ferguson                                                                                                                                  
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This year has been significant be-
cause of the changes which have oc-
curred: the move to the Market 
Place; the steady increase in our 
workload; the new Access Strategy 
Pilot; the introduction of longer open-
ing hours.  In addition there have 
been many changes in the legislation 
affecting Welfare Benefits, Employ-
ment and Debt. 

 

Advisers have coped admirably with 
all of the above. They have attended 
training, absorbed all the changes, 
adapted to new work patterns and 
have supported the Bureau in each 
new development.  We are fortunate 
to have such a hard-working and 
loyal team. 

 

The year has seen a marked in-
crease in enquiries about Employ-
ment (especially redundancy), Bene-
fits and Debt.  These enquiries have 
increased as the economic situation 
in the country has worsened. One 
problem so often leads to another: for 
example, a client may call in because 
he feels his job is at risk given the 
poor state of his firm’s order book.  
He asks about his rights should he 
be given notice. Information is given 
and the client is invited to return if 
there are further problems.  A few 
weeks later the client may return with 
firm details of his redundancy.  He 
may wish the adviser to check the 

terms, including his right to notice 
and redundancy payments which 
have been offered. The adviser 
would also offer help and information 
on Benefit entitlement to cover the 
anticipated period of unemployment.  
If there are debts (credit cards, bank 
loans and overdrafts, mortgage) ad-
vice can be offered on how best to 
deal with these. Often there may be 
threatened repossession of the 
house and information needed on 
threatened homelessness and, sadly, 
relationship breakdown. 

 

We increasingly rely on the support 
of the specialists in the Bureau as 
problems become more complex.  
Our Debt and Employment special-
ists are invaluable and we really 
need a specialist in Welfare Benefits 
to give similar expert help with the 
many Benefit enquiries we receive. 

 

We anticipate many challenges over 
the coming year and we shall deal 
with these with the hard work of our 
excellent team of Generalist Advis-
ers, Advice Session Supervisors and 
Specialists. 

 

Sylvia Haslam & Gill Cobau 

Advice Service Managers 

��#����$��#��������	����
����
��#����$��#��������	����
����
��#����$��#��������	����
����
��#����$��#��������	����
����
� ���

Between 1st April 2008 and 31st March 2009 Wokingha m & District Citizens 
Advice Bureau helped 10,849 people with 14,800 new problems and enquiries.  



 

� � � � � � � 
 � � � � 
 � � � � � � � � � � � � � 	 � �%� � 	 � �%� � 	 � �%� � 	 � �% � ���

The performance of Job Centre Plus 
(JCP), an issue for some years, has 
slightly improved, despite increasing 
workloads. However there are still 
numerous problems, such as cases 
where a CAB client has been unable 
to contact JCP within the time set for 
registering an appeal to a decision. 

 

Again this year, a disproportionate 
number of social policy issues arise 
from clients with debts and also the 
behaviour of utility companies. An 
example is when a utility, or even a 
bank or local authority, prematurely 
passes a debt to a debt recovery 
organisation, making it very difficult 
for the customer to query the debt 
with the original creditor.  

Graham Keates                                        
Social Policy Coordinator 

 

 

The social policy work of the Bureau 
involves identifying cases where 
clients’ problems are caused or 
aggravated by failings of the system, 
or because of unjust or ineffective 
rules or regulations. Detailed evidence 
of such cases is documented and the 
evidence forms are sent to the 
Citizens Advice Central Office, where 
regional and national patterns can be 
analysed and the specific evidence 
used to support campaigns for 
improvement and/or change of 
legislation. In the year 2008 – 2009 
the Wokingham & District CAB 
submitted over one hundred evidence 
forms to Citizens Advice.  

 

Citizens Advice is also one of the 
organisations which are designated to 
be able to make “super complaints” on 
behalf of groups of consumers. One of 
the super complaints raised by CAB 
as a candidate for improved 
legislation is the issue of payment 
protection insurance (PPI). PPI e.g. 
on credit card balances is often 
overpriced and subject to small print 
exceptions which may impossible to 
claim on. Similar problems arise with 
extended warranties and travel 
insurance bought as part of a 
package. 
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In 1999, when the then WDC decided to 
close their Area Office, they provided our 
present premises, next to the library, so 
we are celebrating our 10th Anniversary 
here this year. Although slightly less 
central we are still fully accessible, with 
disabled parking literally on our doorstep 
and we continue to provide an extremely 
valuable service to the local community.  
We provide a full range of advice, indeed, 
over the years, we have been one of the 
few bureaux in the area to have 
represented regularly at Employment and 
other tribunals. Our premises are 
extremely compact and our waiting room 
is frequently full to overflowing.  However 
the clients are extremely understanding 
and regularly make a point of telling us 
that they have come to us because 
friends have recommended us as 
friendly, helpful and accessible.  Our 
general office is also compact to put it 
mildly and the result is that the advisers 
all have an excellent working relationship 
with each other and team spirit is 
extremely important, with everyone 
helping each other if required and 
newcomers made to feel very welcome. 

As every bureau, we are seeing clients 
suf fer ing redundancy,  d ivorce, 
employment, benefit and, not least, 
soaring debt problems.  Woodley is lucky 
to have such a dedicated team of 
advisers in the centre of the community 
to help it cope with the current climate 
and we are lucky that our clients 
appreciate what we have to offer. 

Charlotte Lloyd- Williams                        
Local Manager Woodley 

Extension Citizens Advice Bureaux, 
though few and far between, seem to 
vary widely in how they operate.  In 
Woodley we aim to provide the same 
professional level of service as the main 
Bureau in Wokingham, but bringing that 
service directly to the Woodley area.  It is 
worth remembering that while the 
population of Woodley is only slightly 
lower than that of Wokingham, the 
majority of Wokingham District’s Black 
and Minority Ethnic people live in the 
Woodley area and we also have a large 
amount of both Wokingham and Reading 
social housing in Woodley.  Transport 
links are also limited between 
Wokingham and Woodley. 

When the Woodley extension opened in 
1986 it was in the most basic of 
makeshift premises in the old men’s 
changing rooms at the back of 
Coronation Hall, complete with shower 
fittings and tiles on the wall.  There was a 
complete lack of confidentiality as 
“interview rooms” could only be created 
by shifting screens around (my first 
heavy job every day) and trying to turn up 
our very temperamental radio to drown 
out the interviews.  Every bit of 
equipment was a second hand donation, 
until I eventually managed to negotiate 
for a £24.99 desk and two new chairs for 
the advisers. 

In 1992 we moved to the centre of 
Woodley, to share premises with 
Wokingham District Council Area Office, 
where we were able to offer a completely 
confidential and accessible service for 
the first time, to able-bodied and disabled 
clients alike and clients arrived in droves. 
As I noted at the time, the recession 
meant that consumer enquiries declined 
sharply, but debt enquiries rocketed – not 
a lot seems to have changed. 
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Williams                        

was told the information had not been 
received. He then received letters asking 
for yet different information all of which 
he responded to promptly, with full 
information. He was awarded JSA from 
the end of September but by this stage 
had had no money since the beginning of 
August. At the end of October a further 
letter arrived stating that JCP had 
decided that he had not shown good 
cause for the delay in making his claim 
from 5th August. 

The client had repeatedly tried to claim 
for the missing eight weeks but had got 
nowhere and came to us in March to see 
if we could help as he had been 
struggling ever since he had been 
without financial support for the two 
months after he lost his job. 

We did not understand why the original 
claim of the 5th August was refused and 
wrote to JCP, enclosing his original 
receipt, asking that they should explain 
their reasoning. Luckily he had been 
exemplary in keeping his records and 
had a complete history of employment in 
this country. As a result of our letter the 
JCP revised their decision and awarded 
him JSA from his original claim in August. 
It was rewarding to see that being able to 
prove his claim had been submitted 
promptly resulted in the client getting 
what he was entitled to, though worrying 
that he had had so many difficulties in 
resolving his situation. 

Charlotte Lloyd-Williams                        
Local Manager Woodley 

The bureau has coped well in the last 
year, during a very challenging time. 

One of the most satisfying aspects of our 
work is when we manage to exert 
influence on government departments to 
change their working practices to help 
clients. A few years ago, when Jobcentre 
Plus were having particular problems, we 
attended quarterly liaison meetings, 
together with other local CABx and other 
organisations, and we suggested several 
ways to help resolve the problems that 
clients were experiencing.  Among these 
solutions were JCP providing receipts for 
clients’ papers and written lists of 
documents which they needed in order to 
process claims. 

One client, a Polish national who has 
trouble reading English, had his claim for 
Job Seekers’ Allowance denied on the 
grounds that he had not shown good 
cause for the delay in making his claim. 

He arrived in the UK towards the end of 
2004 and found employment in 
December of that year, where he stayed 
for 18 months. He was almost continually 
employed until August 2008, when he 
lost his job and tried to claim JSA.  He 
was interviewed at the Reading Job 
Centre Plus last August when he was 
given a receipt which stated that “All 
paperwork had been sent to the 
processing section”.  He then received a 
letter asking him for more information, 
including Habitual Residence Test forms 
and Workers Registration Certificates for 
every job he had had since he arrived in 
the U.K., which he promptly provided. 
When he chased up his application he 
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The Bureau dealt with 3,129 debt enquiries during 2 008-2009. 
This equates to 21% of all enquiries made to the Bu reau. 

In last year’s Annual Report we re-
ported that we had started collecting 
more detailed debt statistics. We now 
have a year’s worth of information 
which has proved very valuable both 
to us and to our funders. 

The total debt that we saw in Woking-
ham from April 2008- March 2009 was 
£9,942,000; this comprised £128,966 
rent arrears, £518,600 mortgage ar-
rears, £402,709 secured loans, 
£808,927 other priority debt (including 
Council Tax). The remainder was non 
priority debt.  

We saw over 440 clients who had 
debt problems. 

In March 2009 Wokingham saw £1.7 
million total debt; almost double the 
average monthly amount of debt of 
c£800,000 

The total debt for the year seen in 
Wokingham and Woodley was 
£12,794,861. 

We would like to thank our excellent 
volunteer advisers, without whom we 
would have been unable to help so 
many clients. 

As mentioned last year the Govern-
ment has now introduced a raft of 
measures to help with those with 
mortgage arrears and those in debt. 
These include the two mortgage res-
cue schemes, the mortgage pre-
action protocol and the introduction of 

the enhanced help from the DWP for 
those on full benefits with their mort-
gage interest. The Debt Relief order 
(DRO) has been introduced which is a 
‘mini’ bankruptcy for those with less 
than £15,000 of debt, no assets and 
disposable monthly income of no 
more than £50. It does not apply to 
homeowners, even those in negative 
equity. 

We have attended several training 
courses to update us on these meas-
ures. 

We have now attended the Debt Re-
lief Order training in Portsmouth and 
are now able to start acting as inter-
mediaries. Our first client has already 
visited the bureau to start the process. 
We are now looking through 
our existing files to see if there is any-
one else who may qualify for a DRO. 

We also attended the Southern 
Money Advice Forum where we learnt 
more about Mortgage Rescue 
Schemes.  We have liaised with Jude 
Whyte at Wokingham Borough Coun-
cil about Mortgage Rescue and we 
have done a joint application for a cli-
ent from Catalyst Housing.  

Rachel Morrell & Sue Cornish 

Money Advice Specialists 
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The client came to see us after having 
to give up his job due to ill health. He 
had non-priority debts of £40,000 
which were incurred through putting 
his children through University. He 
also had a number of other debts 
which had been incurred whilst living 
abroad with his wife and family for a 
number of years. He has been told by 
his hospital consultant that he would 
not be well enough to work again. He 
was in receipt of a small pension of 
around £400 a month and was living 
temporarily with his son, having re-
cently moved back to the UK. His 
debts were causing him a great deal 
of anxiety and this in turn was affect-
ing his already frail health. He was 
struggling to survive on his small in-
come. 

We were able to advise the client 
about his entitlement to Pension 
Credit and suggested that he also ap-
ply for Sheltered Housing and claim 
Housing Benefit and Council Tax 
Benefit. 

After discussing his options, the client 
decided that he would consider mak-
ing an application for bankruptcy to 

clear his non-priority debts. He was 
concerned that he would still be pur-
sued for the overseas debts. After 
checking with the Insolvency service, 
we informed the client that these 
debts could not be enforced through 
the Court in this country and could be 
included in the bankruptcy petition. 
However he could be pursued for 
them if he returned to the country of 
origin. 

We then assisted the client to pro-
duce a Financial Statement and 
helped him to complete an application 
for bankruptcy. His son was able to 
help him to pay the fee of £495. The 
client was granted a bankruptcy order 
much to his relief. 

We also assisted the client to apply 
for Disability Living Allowance for his 
mobility problems. This was awarded, 
and the money was used by the client 
to pay for a taxi service to enable him 
to become more mobile.  

Sue Cornish 

Money Advice Specialist 

Reading County Court 

We have a strong court team, made up of money specialists, 
and advisers from Wokingham, Woodley and Henley bureaux. 
We run the CAB desk at Reading county court on a rota basis 
with Reading CAB. This service is extremely valuable for clients 
appearing in court, helping them to feel supported and prepared. 
During 2008 - 2009 we helped 133 clients at our court outreach. 
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Employment 

As well as our debt specialists we are lucky enough to have two volun-
teer employment specialists at Wokingham bureau. Tony Franklin and 
Tony Hall have found themselves increasingly busy at the bureau dur-
ing this economic downturn. Clients are referred to the employment 
specialists by General Advisers from Wokingham and Woodley bu-
reaux, or straight from the telephone assessment service, if the em-
ployment issue is a complex one. 

We are extremely grateful to have this expertise at hand in the bureau. 

    Financial Advice 

Since June 2007 we have been running a 2 year pilot project called 
Moneyplan, funded by Citizens Advice. Local Independent Financial 
Advisers (IFAs) David O’Connor and Steven Mufti volunteered once a 
month to provide a fortnightly set of appointments for bureau clients, 
held at Wokingham bureau. 

The pilot has been hugely successful. The Wokingham bureau was      
recognised by Citizens Advice as being one of the top five most     
successful bureau in the country for this project. Clients have also 
given very positive feedback about the service. 

Now that the pilot has come to an end, we continue to offer fortnightly 
IFA appointments to our clients with David O’Connor who continues to 
volunteer for the bureau. 
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Swallowfield 

We continue to run our Swallowfield outreach service every Thurs-
day at Swallowfield medical practice by appointment only. This out-
reach is staffed by Hugh Dempster, an experienced Wokingham 
volunteer adviser. 

Crowthorne 

We also continue our Crowthorne outreach on a rota basis with 
Bracknell CAB at Crowthorne Baptist church. Volunteers Alan 
Welham (Woodley) and John Reader (Wokingham) staff the out-
reach fortnightly. Both the Swallowfield and Crowthorne out-
reaches are essential services for local residents in need of ad-
vice, who find it difficult to travel into Wokingham or Woodley. 
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We have been very fortu-
nate in receiving  a steady 
stream of applications 
from people wishing to be-
come volunteer advisers. It 
always impresses me that 
people want to give up a 
considerable amount of 
time in training and then 
go on a regular rota. The 
technical expertise in-
volved in being an adviser 
and keeping up to date 
with the changes in legis-
lation is constantly in-
creasing and being an ad-
viser is a very worthwhile 
role but it is also a very 
demanding one. As sev-
eral trainees have com-
mented the training can 
seem quite daunting at 
first but throughout the six 
month programme it is 
broken down into manage-
able sections. 

 

Issues which we cover in 
considerable depth in the 
training programme in-
clude benefits, housing, 
debt and employment. 
Trainees are expected to 
sit in with advisers and ob-
tain useful tips on best 
practice. They are encour-
aged to practice writing up 
case sheets and also re-
search on their own both 
in the bureau and at home 
on various aspects of the 
topics covered. The 
weekly tutorials vary in 
style from general discus-

sions to power point pres-
entations and role play. 
We also aim to get outside 
speakers and we have had 
talks from local solicitors, 
JPs and also officers from 
Wokingham Borough 
Council. The basic training 
programme lasts for 
around six months and 
there is a four day Citizens 
Advice training course all 
trainees are expected to 
attend. 

 

We are currently into our 
third round of training vol-
unteer advisers this year. 
We are expecting a fourth 
round to start this Septem-
ber. The size of the groups 
so far have been four in 
number but this Septem-
ber we will have eight ad-
visers on the training pro-
gramme. The training ses-
sions are often quite in-
tense but it is good that all 
the trainees have a genu-
ine interest and also a very 
good sense of humour. 
Discussion is often lively 
and all the trainees have 
been very grateful to the 
regular advisers who have 
welcomed them into ob-
serving interviews so they 
can see in reality how an 
interview is run. 

 

As well as delivering train-
ing for trainees there has 

also been considerable 
training for existing advis-
ers to ensure that they are 
kept up to date with new 
legislation in employment 
and in the wider changes 
that have come about with 
benefits, debt housing and 
relationship breakdowns. 
Training does not stop 
once a trainee becomes 
an adviser and it has been 
really gratifying to see how 
many advisers from Wok-
ingham and Woodley have 
undertaken additional 
training courses.  

Advisers always benefit 
from outside speakers de-
livering training in the bu-
reau. This year we have 
had talks from David 
O’Connor, our volunteer 
Independent Financial Ad-
viser, Judith Pearce from 
the Pension Service on 
completing DLA and AA 
forms and Jude Whyte, 
from WBC’s Housing 
Needs department. 

Tina Marinos 

Guidance Tutor 
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We have been aware for some time that 
there can be difficulties in getting through 
to us. In particular clients have com-
mented on: 

· long waiting times 

· difficulties in getting into the office 

· having to take time off work to drop in 
with no guarantee of being seen 

· no one being available to answer the 
telephone 

We wanted to respond to these issues 
and to the increasing demand for our ser-
vice by making our service more accessi-
ble and efficient. To do this we decided 
to implement a trial scheme at our Wok-
ingham office. We called this our Access 
Pilot . The aims of this pilot were to see if 
we could: 

· help more people 

· match the level of service to client 
need 

· make our service accessible Borough 
wide 

· balance our face-to-face, telephone 
and email service 

· have a more professional approach 
giving clear expectations of service 

· be convenient and welcoming 

· reduce queues and waiting times 

· maintain or improve client satisfaction 

We began our 3 month Access Pilot on 
2nd March 2009, with the aim to review, 
adapt and extend this scheme beyond 
the end of May 2009. The main features 
of the Pilot were: 

Assessment Interviews 

These focussed interviews take about 10 
minutes. An experienced adviser as-
sesses the client’s problem and identifies 
the most appropriate way to take it for-
ward. This could be by: 

· directing the client to a trusted website 

· giving or sending leaflets or factsheets 

· signposting  to an appropriate external 
agency 

· offering an appointment in our Woking-
ham Office 

· offering to research the problem and 
send an answer to the query 

· offering a full advice interview, only in 
exceptional circumstances where the 
issue is an emergency or where the 
client is highly distressed 

Keeping these assessment interviews 
short enables us to deal with as many 
clients as possible. This has proved vital 
during the economic down-turn with 
many people suffering redundancy and 
subsequent benefit and debt issues. 
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Appointments 

In the past we have mainly operated a 
drop in service. This is very flexible but it 
does mean that at busy times people 
have had to wait for long periods of time 
or have been asked to come back at an-
other time.  

We realised that this type of service is no 
longer appropriate and have made major 
changes to our internal procedures – 
such as introducing an electronic diary – 
to enable us to run scheduled appoint-
ments alongside the drop in service. 

 

Phones and electronic communication 

The majority of our clients in Wokingham 
now have mobile phones or email ad-
dresses. Our policy now is to communi-
cate with clients electronically where pos-
sible. This can be by email or telephone. 
We now send leaflets, factsheets and 
website addresses by email. 

In particular we: 

· now have a dedicated telephone team 
to offer telephone assessments. 

· make extensive use of the Citizens Ad-
vice Adviceguide website. 

Wherever possible our approach is to di-
rect clients to publicly available and 
trusted information that will empower 
them to resolve their own problems.  

This means that we keep as much ad-
viser time as possible available for those 
clients who have complex problems or 
are not able to help themselves. 

 

Receptionists 

We have introduced the role of reception-
ist in the bureau. The receptionists are 
able to explain our new contact arrange-
ments and guide clients to leaflets and 
factsheets in the waiting room. 

 

Our other offices 

At this stage we have not changed the 
contact arrangements at Woodley, Crow-
thorne, Swallowfield or Reading County 
Court. Longer term we want to roll out 
the scheme more widely. 

 

A summary of our new contact arrange-
ments are shown on the next page. 

 

The initial results of our Access Pilot are 
shown on pages 15 - 18. 

 

Peter Huitson & Nicole Perkins 

Development Manager &                   
Administration Manager 
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...in person 

You can still come into the bureau without an          
appointment during our opening hours (Mon-Thur 

9am-3pm, Fri 9am-1pm), and wait to be seen by an 
adviser. After 2pm on Mon – Thurs, if we can’t see 

you that day we will offer you a 10 minute               
assessment interview to help us to                          

decide the next step. 

...by phone 

We will be answering the phones from 

9am-4pm Mon-Tue and 9am-3pm Wed-Thur on 

0844 499 4126 

You can phone us for a 10 minute telephone         
assessment interview. We will then decide the next 

step, whether it is sending you information or      
making an appointment to come in. 

...by email 

You can email us on 

public@wokingham-cab.org.uk. 

We will assess your problem and provide you with fact 
sheets or leaflets electronically and direct you to 

trusted websites. If this is insufficient to resolve your 
problem then we will invite you to phone us on       

0844 499 4126 to arrange the next step.  
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We wanted to help more people 

Since starting our Access Pilot we 
have found a gradual rise in the 
number of clients that we are 
helping. 

Total clients helped
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We wanted to match the level of 
service to client need 

When we look at the outcomes of 
assessment telephone calls we 
see that only 27% of clients 
needed to visit the bureau for face 
to face help. For 65% of clients as-
sisted information or signposting 
was sufficient to help them to solve 
their problem. This has saved 
those clients a trip to the bureau 
and a wait to be seen, and has 
meant that we can spend longer 
with those clients who really need 
face to face help. 

We wanted to make our service accessible Borough wi de 

We seem to be getting clients from wards widely spread across the Borough. Clients 
taking part in our satisfaction survey came from 21 out of 26 Wokingham Borough 
wards as well as from outside the Borough (Reading and Bracknell). 

Case Study 

A client telephoned our assessment line for advice on her debts. The client was a 89 
year old lady who did not live in Wokingham centre, did not have a car and was too frail 
to travel to the bureau. The client was worried about her 70 old son having to deal with 
her debts after she dies. Because the client could not get into the bureau the assessor 
was able to switch to giving full advice. The client’s enquiry was dealt with on the phone 
and information was posted to her. Before our telephone service this client would have 
found it very difficult to get the help that she needed. 

Telephone Assessment Outcomes
March 2009

Assisted Info
36%

Signposting
29%

Appointment
27%

Emergency 
Advice

4%
Follow  up

4%
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We wanted to balance our face-to-face, telephone an d email service  

The most dramatic change to 
our figures have been the 
amount of telephone calls that 
we are now answering. The 
percentage of callers that are 
getting through to us has gone 
from around 5% at the begin-
ning of the year to between 60-
70%. 

Before the pilot the major-
ity of our clients contacted 
us by dropping in. Since 
the pilot we have achieved 
a much more even bal-
ance between clients that 
we help over the phone 
and those that we help in 
person. We have also 
found that less clients are 
emailing as they are now 
able to get through on the 
phone. 
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Percentage of callers answered
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Drop ins

Appointments

Emails

Telephone

Access Methods
January 2009

Drop ins
56%

Emails
22%

Telephone
9%

Appoint-
ments
13%

Access Methods
April 2009

Drop ins
28%

Emails
8%

Telephone
44%

Appoint-
ments
20%
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We wanted to have a more professional approach                                                  
giving clear expectations of service 

We now have a clear pathway whereby we can agree with clients the most appropriate 
way for them to resolve their problem: where they need detailed advice, we can make 
an appointment at a mutually convenient time. Because of the initial assessment both 
client and adviser are better prepared for the in person advice interview. Our new con-
tact details are published on our website, on posters and leaflets in the bureau and 
throughout the Wokingham area. This publicity lets clients know what to expect when 
contacting us. 

We wanted to be convenient and welcoming 

As so many more clients are able to get through on the phone this has immediately 
been more welcoming. Many clients cannot get to the bureau during our working hours, 
and so the new telephone service has been much more convenient for them. The intro-
duction of receptionists in the bureau has meant that clients have been greeted by a 
friendly face, rather than ringing a bell and sitting alone in the waiting room. 

We wanted to reduce queues and waiting times 

Because we are managing to deal with many more 
clients on the phone, there are less clients com-
ing in to see us in person. This has had the ef-
fect of reducing queues and waiting times. The 
findings from our client survey confirm this, with 
several clients specifically commenting on how 
quickly they were seen. 
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Why clients chose to telephone rather than come in

To save travelling to 
bureau
16%

Client's working 
hours make it difficult 

to come in
13%

Childcare
10%

Had heard about the 
assessment service

10%

Closed when
dropped in

3%

Didn't know about 
drop in service

3%

Wanted a quick 
response

45%
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How well do you think the adviser 
understood you and your problem?
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How clear are you about what you need to do 
now?
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Overall, how happy are you with the service 
that you have received?
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Would you use the CAB service again?
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We ran a client satisfaction survey in June 2009 to see whether we 
were still performing well. 100 clients took part in Wokingham and 
Woodley bureau, on the assessment telephone line and via email. 

We wanted to maintain or improve client satisfactio n 

Our clients have responded well to the changes that we have made, and seem to be very 
happy with our new contact arrangements and satisfied with our service. 

We are extremely grateful to our strong team of general advisers for supporting the 
scheme and adapting to changes, and to those advisers who volunteered to take on the 
additional assessor training, without whom we could not have made the new telephone 
assessment service a success. We look forward to a full review of the Pilot Scheme and 
to planning the expansion of the scheme throughout Wokingham & District CAB. 

Peter Huitson & Nicole Perkins 

Development Manager & Administration Manager  
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Local Authority Ward No. % 

Arborfield 80 2.1% 

Barkham 78 2.0% 

Bulmershe and Whitegates 240 6.3% 

Charvil 47 1.2% 

Coronation 154 4.0% 

Emmbrook 246 6.4% 

Evendons 277 7.3% 

Finchampstead North 142 3.7% 

Finchampstead South 154 4.0% 

Hawkedon 153 4.0% 

Hillside 93 2.4% 

Hurst 47 1.2% 

Loddon 284 7.4% 

Local Authority Ward No. % 

Maiden Erlegh 154 4.0% 

Norreys 449 11.8% 

Remenham, Wargrave & Ruscombe 54 1.4% 

Shinfield North 55 1.4% 

Shinfield South 101 2.6% 

Sonning 60 1.6% 

South Lake 151 4.0% 

Swallowfield 68 1.8% 

Twyford 71 1.9% 

Wescott 227 5.9% 

Winnersh 316 8.3% 

Wokingham Without 119 3.1% 

Total 3820  
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1%
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Not recorded
5%
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         Unrestricted  Restricted           Total        Total  

          Fund            Fund          2009         2008 

     Notes                       £                  £                 £              £  

INCOMING RESOURCES  

Voluntary income  

Donations            540                  -               540           70 

               _______      _______     _______   _______  

Investment income  

Bank interest            784                  -               784       1,565  

               _______       _______     _______   _______  

Incoming resources from charitable activities  

Grants receivable from:  

Wokingham Borough Council       3               169,000                  -        169,000   156,820  

Wokingham Town Council                                     6,500                   -            6,500      6,500  

Woodley Town Council                     3                   8,518                   -            8,518      3,376  

Earley Town Council                                              1,100                   -            1,100      1,000  

Local Parish Councils                       4                   2,775                   -            2,775      2,560  

Other sources                                                        2,485            2,521           5,006      2,138 

Other sources - re office move            -            2,055           2,055    17,700 

Other sources—re Additional Hours Advice          -            5,825           5,825              - 

              _______       _______     _______   _______  

Total grants and other income             190,378           10,401      200,779   190,094  

               _______       _______     _______   _______  

TOTAL INCOME FOR YEAR             191,702            10,401      202,103   191,729  

TOTAL EXPENDITURE FOR YEAR                      191,326              6,669       197,995  190,607  

               _______         _______     _______   _______  

SURPLUS (DEFICIT) TO GENERAL FUND       376              3,732          4,108        1,122  

                ======         ======       ======    ====== 
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COSTS IN RESPECT OF CHARITABLE ACTIVITIES 

          Unrestricted    Restricted          Total            Total 

                     Fund         Fund           20 09           2008 
             Notes                      £               £                 £              £ 

Outreach costs                  3,774                     -          3,774          3,847  

Staff costs               96,920                     -         96,920       92,202  

Staff and volunteer expenses               4,848                     -           4,848         5,983  

Staff refreshments                1,288                     -           1,288            973  

Wokingham premises rent and service charges  3      24,618                     -         24,618   - 

Premises costs waived by Wokingham        3                     -                     -                  -        24,500  

Premises costs waived by Woodley        3             5,000                     -           5,000                -  

Advertising and publicity                    24                     -                24                - 

Meetings         773                     -              773            826  

Information systems                4,226                     -           4,226         4,347  

Electricity                        -                      -                   -                - 

Cleaning                 1,469                     -           1,469            830  

Telephone                 2,750                     -           2,750         2,606  

Postage and stationery                 2,223                   21          2,244         1,738  

Photocopier costs                   684                     -              684            880  

Equipment, furniture and repairs              4,579                 500           5,079         1,904  

Computer equipment, support and maintenance            5,636                     -            5,636         2,266  

Sundries        222                    -                222            346  

Provision to up-grade computer & office equip.  5           1,500                    -             1,500         3,500 

Moving costs                 6           1,633         4,055           5,688        17,700 

Additional Hours Advice costs          -         2,093   2,093     - 

            _________            _________       _________    _________  

            162,167              6,669         168,836    164,448  

             ======         =======         ======    ======  

GOVERNANCE COSTS          2  

General office and finance staff            23,820                     -           23,820     22,163  

Staff training        979                     -                979            91  

General office expenses      915                     -                915          494 

Accountancy fees and payroll costs             1,210                     -             1,210          999 

Legal and professional       203                     -                203          686  

Subscriptions        714                     -                714          428  

Insurances                 1,318                     -             1,318       1,298  
             _________            _________       _________    _________  

               29,159                     -           29,159     26,159  

            _________            _________       _________    _________  

TOTAL EXPENDITURE FOR YEAR         191,326              6,669         197,995    190,607                      
              ======           ======        =======    ====== 
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              2009       2008 

                Notes    £           £                  £           £ 

CURRENT ASSETS 

Debtors and prepayments           11,490                        2,480                   
Cash at bank             33,867                      58,205                     
Cash at Bureau – Wokingham                139                             46                                   
Woodley                  166                           157                          
              ----------                           ----------                        
                                 45,662                            60,888 

 

CURRENT LIABILITIES                   

Bank overdraft             (1,596)                            (1,745)                
Creditors and accruals          (12,692)                    (31,877)                            
             ----------                     ----------                    
                                  (14,288)                       (33,622) 

NET CURRENT ASSETS                     31,374               27,266        
                       ======              ====== 

 

Represented by: 

UNRESTRICTED DESIGNATED FUND 

Terminal and Operations Reserve                            7            25,000               25,000 

 

UNRESTRICTED GENERAL FUNDS 

Opening balance               2,266                        1,144                           
Add Surplus for year                  376                        1,122                        
                             ----------         ----------                    
                                    2,642                            2,266 

RESTRICTED FUND 

Opening balance                      -                               -                           
Add Surplus for year               3,732                               -                        
                             ----------         ----------                    
                                    3,732                                    - 

            ----------               ---------- 

                                            31,374    27,266
                                         ======                         ====== 
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1. These accounts have been prepared on the historical cost basis and are a detailed analysis 
taken from the statutory accounts. 

2. 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.  

3. The Bureau now rents offices in Wokingham on a commercial basis. 

 Woodley Town Council does, however, provide the use of offices and an amount of £5,000 
has been added to grants received from Woodley Town Council and a similar amount 
included in expenditure to reflect this additional contribution in support of the Bureau.   

4. 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      350  

Shinfield      775  

Twyford       250  

Charvil       200  

Wargrave     100 

5. 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 £7,500 has been made (an increase of £1,500 over the previous year). 

6. The bureau has had to move premises after the end of the financial year resulting in 
substantial costs. The bureau received further donations to cover these specific costs of 
£2,055 from BG Group. 

7. 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 
established at 31st March 2002 to cover the costs relating to the termination of employment 
contracts 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 2009 is £67,716.  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      
First Floor      Monday 9.00am - 3.00pm 
26-28 Market Place     Tuesday 9.00am - 3.00pm 
Wokingham        5.00pm - 8.00pm 
RG40 1AP      Wednesday 9.00am - 3.00pm 
Advice Line: 0844 499 4126   Thursday 9.00am - 3.00pm 
Admin Line: 0118 978 7258   Friday  9.00am - 1.00pm 
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 
 
 

TTTELEPHONEELEPHONEELEPHONE A A ADVICEDVICEDVICE    --- 0844 499 4126  0844 499 4126  0844 499 4126    

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

WWWOKINGHAMOKINGHAMOKINGHAM  & D & D & D ISTRICTISTRICTISTRICT  C C CITIZENSITIZENSITIZENS  A A ADVICEDVICEDVICE  B B BUREAUUREAUUREAU    


