
 
 
 
 
 
 
 
 
 
 
 
 

Wokingham & District 

Citizens Advice Bureau 

ANNUAL REVIEW 2013/2014 

Registered Charity number:  1027729.    Company Limited by Guarantee No: 2862148 
Registered Office:  Waterford House, Erftstadt Court, Wokingham, RG40 2YF 

Making a difference for local people since 1977 

Opened in the Town Hall, Wokingham on 
27 June 1977 

Moved to the Old Social Club in January 1990 
and then next door to Wellington House in 

January 1993 

Moved to 26-28 Market Place in July 2008 

Moved to Waterford House in April 2014 

Above photo shows the re-development site 
where both the Old Social Club and Wellington 

House used to be… 

Our journey from 1977 to 2014 

Woodley Extension Bureau 

• Opened in Coronation Hall in October 1985 

• Moved to Crockhamwell Road in April 1993 

• Moved to current premises next to the Library in 
Headley Road in August 1998 

1990 

2008 

2014 



 
 
 
 
 
 
 

 
 
 
 
 
 
 

Thanks to the whole team for delivering 
an excellent service for another year 
during which we've encountered, 
significant funding pressure, a move of 
premises, and increased client demand.  
Without the continued goodwill and 
support of our volunteers and paid staff 
we would not have a service. 

It has also been a tough time balancing 
the budget for our main funder, 
Wokingham Borough Council, and I thank 
them for their continued support and 
willingness to work with us to deliver a 
focussed and efficient service to the 
residents of Wokingham. 

Welcome to new members of the team 
and thanks to those who are leaving us.  
In particular, I'd like to thank Bob Wyatt, 
Judith Scott and Donald Illingworth who 
are leaving the board after many years of 
significant contribution to the direction 
and operation of the bureau. 

Wokingham and District CAB is one of 
the top performing bureaux in the country 
in all assessed categories.  To maintain 
this position we need to secure funding 
streams of at least the current level for 
the next five years whilst adopting new 

Chair’s Report 

“Through 

fundraising we 

managed to raise a 

much-needed 

£10,300.”  

Paul Adams 
Chair 

Trustee Board 
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service delivery models in line with 
increasing demand.  To this end we 
will be working with WBC to identify 
overlapping client needs and deliver a 
more efficient service.  We are also 
actively pursuing sponsorship from 
other businesses in the area to 
diversify our funding streams. 

One of our team is working with 
Citizens Advice and other bureaux, 
notably Hampshire, to deliver an 
Adviceline telephone service and, as 
a member of The Citizens Advice 
Berkshire Consortium, we continue to 
bid for appropriate Berkshire-wide 
revenue opportunities and share best 
practices across the region. 

As part of our push to increase our 
fundraising activities, Wokingham 
Theatre has kindly offered to deliver a 
preview night of their play 'Summon 
Up The Blood' on 22nd October and 
I'd ask you all to support this, our first 
venture with them, and other 
fundraising activities during the year. 

Many thanks and best wishes for the 
year to come. 

Paul Adams

Welfare Benefits
26%

Debt
23%

Employment
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Housing
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Relationships
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Legal
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Health
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Travel
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Immigration
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Tax
1%

Other
1% Utilities

1%

Education
0%

“Once again, welfare 

benefits and debt have 

dominated our work” 
Enquiry Areas 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 John Ferguson 

CEO 

CEO’s Report 

The demand for our service increased by 
over 7% in the past year (an increase from 
4,252 new clients to 4,577), and by far the 
most common areas of concern for clients 
were welfare benefits and debt. 

The biggest challenge for us now is how to 
ensure that we maintain adequate funding 
resources to meet the growing demand for 
our services at a time when the population 
of the Borough is increasing and funding is 
decreasing.  Wokingham CAB is not a 
government agency but an independent 
charity in its own right, facing cuts in funding 
from almost every one of our funders. 

Our services are mostly delivered by 
volunteers and we have a large volunteer 
base.  During the year several volunteers 
have left and some new ones have joined 
us.  My thanks go to all the volunteers old 
and new for their commitment to 
Wokingham CAB. 

Social Policy 

An important part of our work is to highlight issues 
raised by individual clients that have wider interest 
either locally or nationally.  Advisers record the 
problem on an electronic Bureau Evidence Form 
(eBEF) which is then sent to Citizens Advice in 
London.  This provides statistical data and evidence 
to highlight problems and helps them campaign for 
change. 

We have a Social Policy committee consisting of 
advisers, staff and trustees who meet monthly to 
look at all the Social Policy issues raised.  We also 
take up issues ourselves.  This year we wrote to our 
local MPs about difficulties clients faced over delays 
in accessing the new Personal Independence 
Payment (PIP). 

Last year we anticipated an increased workload due 
to the comprehensive changes in the benefits 
system.  This has indeed proved to be the case and 
we have seen a rise in the numbers affected by all 
the benefit changes but particularly in housing 
benefit which mean that people will receive a 
reduced amount if they are deemed to have a house 
too large for their needs; and reductions in Council 
Tax Benefits – now called Council Tax Reduction. 

In the past 12 months we have seen a significant 
increase in the use of foodbanks.  Locally we 
provide vouchers for clients to take to Wokingham 
foodbank where they are exchanged for essentials 
to help them through a critical period.  However, we 
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We could not deliver this much-needed 
service without their support.  My thanks 
also to the excellent staff team. 

We consider ourselves to be the charity for 
individuals in our community.  In addition to 
our core service of providing information and 
advice we, through our Court Help Desk 
project (funded by Wokingham Borough 
Council), help people to keep and stay in 
their homes. Through our Healthwatch 
project, now in its second year, we help 
people to raise concerns and make their 
views on health issues known. 

The most recent Value of Volunteering 
survey valued the contribution of volunteers 
to our bureau at over £454,000 per annum 
for over 545 hours per week of volunteer 
time. 

We should all be immensely proud of what 
we do and achieve in Wokingham.  I know I 
am and I thank everyone who contributed to 
our success. 

also seek to address the underlying, longer term 
causes that have led to people resorting to 
foodbanks.  For many it is a sudden change in 
circumstances, brought on by unemployment, 
health or mental health problems, relationship 
breakdown or changes in their benefits.  It may take 
months of work by our advisers and paid staff to 
help them work through their financial difficulties, or 
face up to difficult decisions, and get them back 
onto a stable footing. 

Recurring problems identified by our Social Policy 
group are caused by poor communication between 
government departments, the difficulty and costs of 
speaking to call centres and the sheer complexity of 
form filling.  With regard to the latter, it can take a 
trained adviser 2 to 3 hours to fill-in a Personal 
Independence Payment (PIP) form.  This may 
include making a home visit if the client cannot 
access the bureau.  A recurring theme of our 
eBEFs, and one that is extremely irritating, is the 
number of those lengthy forms that then get 
inexplicably lost in the system.  

We could not carry out our vital Social Policy role 
without the input of our volunteer advisers who 
speak directly to our clients.  So, a big thank you to 
our advisers and staff in Wokingham and Woodley 
who take the time to write-up Bureau Evidence 
Forms (190 last year) and to our Social Policy 
Committee for their enthusiasm and feed-back. 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

What our clients said based on the 
2014 Client Survey 

        Excellent!Excellent!Excellent!Excellent!    

I have had a very positive I have had a very positive I have had a very positive I have had a very positive 
experience  with quite a experience  with quite a experience  with quite a experience  with quite a 
complicated situationcomplicated situationcomplicated situationcomplicated situation    

        I will definitely consider the    I will definitely consider the    I will definitely consider the    I will definitely consider the    
CAB if I have CAB if I have CAB if I have CAB if I have     any any any any 
uncertainties in the future.uncertainties in the future.uncertainties in the future.uncertainties in the future.    

Receptionist welcoming & Receptionist welcoming & Receptionist welcoming & Receptionist welcoming & 
pleasantpleasantpleasantpleasant    

Very helpful and informativeVery helpful and informativeVery helpful and informativeVery helpful and informative    

100% of clients surveyed would 
recommend the CAB service to 

others 

When I joined the Bureau in June 
2013 I found it to be well organised 
with established and effective policies 
and procedures.  I have focused on 
maintaining and improving the quality 
of advice, particularly in the area of 
welfare benefits which was identified 
in the 2013 audit as an area for 
improvement.  We have introduced 
more training, use of our specialist 
support services, and a closer 
working relationship with Reading 
Welfare Rights Unit.  Peter Huitson 
spent time at Welfare Rights and 
returned offering support and training 
to advisers in this complex and ever 
changing subject. 

The paid staff work together with 
dedicated and enthusiastic volunteers 
to provide an effective and valuable 
advice service.  During the past year 
we said goodbye to ten volunteers for 
a variety of reasons and took on 
fifteen new volunteers in various 
roles.  We continue to train law 
students who work with us as 
assessors.  

The change to the benefit system 
under the Welfare Reform Act is 
keeping us busy.  The main impact 
has been from the Housing Benefit 
under occupancy rule, commonly 
referred to as “bedroom tax”.  This 
has caused great financial difficulty 
for people already on low incomes, 
although some support has been 
available through Discretionary 
Housing Payments from Wokingham 
Borough Council.  Difficulties with the 
benefit system account for a majority 
of our referrals to the Foodbank both 
in Wokingham and Crowthorne and 
some clients have to return for more 
than one food voucher because of 
the time it takes to resolve their issue. 

The restrictions on Legal Aid and the 
introduction of fees to apply to an 
Employment Tribunal (ET) are also 
having a great impact.  Although 
there is a fee remission system, 
people on modest incomes can be 
expected to pay up to £1,200 to 
enforce their employment rights.  

Bureau Services and Development  
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Nationally this has resulted in a 
drop of more than 75% in 
applications to the ET in the past 
year.  The high cost of 
accommodation in the local area 
continues to be a problem for many 
of our clients and dealing with debt 
is a major part of our work. 

We continue to operate outreaches 
at Reading County Court, 
Swallowfield and Crowthorne, as 
well as a home visiting service.  
This benefits people who are not 
able to access our town centre 
office, or leave their home.  

The office move in April went well 
with most of the teething problems 
overcome.  The new premises are 
an improvement overall although 
we have one less interview room 
which can cause difficulties when 
we are busy.  Many thanks to all 
the staff and volunteers who 
helped with the move. 

Peter Huitson 
Development 

Manager 

Jean Rathbone 
Bureau Services 

Manager  

Louise Corbett 
Administration Manager 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Sue Cornish 
Money Adviser 

Money Advice – Annual Report 

‘An increase in complexity of cases’ 

Sue and Rachel now have a total of 17 
years working with clients at Wokingham 
CAB.  

During this time they have seen cases 
steadily increasing in complexity.  They 
think this has been compounded by an 
increasing lack of affordable housing in 
the area.  Clients often have mortgages 
that they can no longer afford because of 
reduced income or find the local rental 
values are too high to be able to manage. 
This results in clients’ budgets being 
stretched and them needing to obtain 
whatever credit is now available – often 
Payday loans. 

Another trend that they see is many 
families with young non-dependent adults 
still living in the family home and not 
making sufficient contribution to family 
finances.  This is often because parents 

Case Studies 

Employment case study 

The client has mental health problems 
and was dismissed by his employer for 
complaining about the company. No 
account was taken by the employer of 
the client’s health and there was 
evidence that other staff, who did not 
have a disability, had acted in a worse 
manner. With the Bureau’s help the client 
started a claim for unfair dismissal and 
Discrimination under the Equality Act 
based on his disability. Our adviser 
helped the client negotiate with the ex-
employer and eventually the client 
received over £4,000 in a pre-tribunal 
settlement. 
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do not want to ‘burden’ their children with 
their financial problems.  We have seen 
many cases where single parents are 
taking on two jobs or working long hours 
to fund the household.  This leads to 
stress, ill health and unhappiness.  It is 
often very difficult to balance their 
budgets.  The DRO is a wonderful debt 
tool but only if the debts are less than 
£15,000 and there are no rent arrears. 

The most likely option is ‘token offers’ 
which provide no resolution for our 
clients. 

What is the solution to these problems? 

Possibly increasing the education of 
clients and their offspring in the reality of 
living costs particularly in the South East.  
We call this solution ‘financial capability’ 
training, and we strongly feel that it 
should be part of the secondary school 
curriculum. 

Benefits case study 

The Client had an overpayment of JSA over 
2 years because the DWP said she had not 
told them about all the members of her 
household. The client maintained that she 
had told them and appealed the 
overpayment. The DWP mislaid the appeal 
and all her paperwork, making things 
difficult. As a result of the JSA overpayment 
she had overpayments of Housing Benefit 
and Council Tax Benefit. The total 
overpayment amounted to £24,000. 
Although it took several months work with 
the DWP and contact with her MP the 
Bureau managed to get the decision 
overturned and all her overpayments 
cancelled. 

 Total Debt 
Number of clients with serious debt 

problems 

2013-2014  £8,618,172 471 

2012-2013  £9,315,595 612 

 

Rachel Morrell 
Money Adviser 

Average debt: £18,315 



 
 
 
 
 
 
 
 
 

The value of volunteering at CAB 

People decide to volunteer at our bureau 
for a variety of reasons.  Several have 
heard about the work we do and want to 
become involved in helping our clients.  
Some want a challenge and our training 
certainly delivers that.  Overall this past 
year we have delivered training for all 
roles.  This has included training for two 
receptionists, ten generalist advisers, six 
gateway assessors and three Reading 
Law School students as gateway 
assessors.   

The value factor is first and foremost the 
sense of satisfaction all volunteers gain 
from working in the bureau.  As a bureau 
we are very lucky to have such hard 
working, capable and conscientious 
advisers.  It has been my privilege to train 
so many interesting and wonderful 
people. 

All volunteers receive additional in-house 
training in benefits and debt and other 
changes to legislation affecting our main 
enquiry areas.  Training does not stop as 

Training 

The Woodley Extension Bureau continues 
to be very busy, used by many people in 
the local community and those further 
afield, particularly in the Reading area. 

A few volunteers have recently left and 
we need to recruit some new ones for 
Mondays and Wednesdays.  Training for 
these will start in September at our 
Wokingham office. 

Woodley is part of the Reading Law 
School project with Wokingham CAB and 
has had a student volunteering as an 
assessor in the bureau.  In addition we 
have a new volunteer receptionist and 
have also had ‘emergency’ staffing help 
from our main bureau. 

The Woodley Supervisor, Claire Oughton, 
will be on maternity leave for about a 
year, with a planned return in August 
2015.  Her stand in as Supervisor will be 
Victoria Gornall-King. 

During the year, Claire worked to 
increase the awareness of the Woodley 

Woodley Annual Review 2013-14 

Tina Marinos 
Training Manager 
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soon as a trainee has obtained their 
certificate.  Over the past year 28 half 
days have been allocated to delivering 
in-house training on those topics.  In 
addition training on changes to the 
welfare system has been delivered to 
many local external bodies – thanks to 
funding from the Berkshire 
Community Foundation. 

Sadly, many of our longer serving 
advisers have decided after many 
years of service it is time to leave the 
bureau.  Other volunteers, especially 
those who come to us straight from 
Law School, benefit from the training 
and work they do here and enhance 
their prospects for employment. They 
have left us for full time work and we 
wish them all the best. 

Volunteers in whatever role cost us 
nothing but expenses. Given the 
hours our volunteers put in to training 
and working on their rota days the 
value for money our volunteers deliver 
is immense. 

bureau in the local community.  She 
met with Woodley Town Council and 
other organisations including the 
Woodley Food bank and had an 
article published in the Woodley 
Herald, the quarterly newsletter 
issued by Woodley Town Council to 
all residents. 

Woodley CAB has seen a number of 
successes – they assisted clients 
with debts of over £½ million and 
saw benefit awards in the region of 
£300,000.  In addition, they were 
successful in securing Discretionary 
Housing Payments to assist some 
clients affected by the ‘bedroom tax’ 
and they assisted clients, affected by 
homelessness, to secure 
accommodation. 

Finally, a big ‘thank you’ to all the 
volunteers from both Wokingham 
and Woodley offices, who have 
worked at Woodley CAB this year. 

    Claire Oughton 
Woodley Supervisor 

 
 

 
 
Victoria Gornall-King 
Woodley Supervisor 
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Overall there was a surplus of £21,580 (2013: surplus £41,554) for the year. 

Core funding for the Bureau has remained at the same level now for five years.  However, the potential deficit 
in unrestricted funds was avoided because of generous public donations. 

The balance sheet shows unrestricted reserves of £65,848, which includes the Terminal and Operations 
reserve of £55,958.  The Bureau has secured funding for the next financial year to 31 March 2015 and as 
such does not feel it appropriate to include an operational reserve for on-going expenses other than for the 
unfunded portion of the property lease.  The lease ran out in March 2014 and as such additional costs arose 
and the management committee feel it is prudent to add these potential costs together with moving costs to 
the Terminal and unfunded Operations reserves.  The actual reserve required to cover Terminal and 
unfunded Operations costs, at the date of these accounts, is £55,958 which is made up as follows:- 
 

Employment costs £37,458 
Moving costs £8,500 
Refurbishment £10,000 
 £55,958 
 ====== 

As there was a surplus for the year it has been possible to increase the current provision to the full amount 
required of £55,958.  The management committee will continue to review the level of Terminal and 
Operations reserves required in the future. 

Below we set out some summarised financial information that has been extracted from the Annual Financial 
Statements upon which an Accountant’s Report has been received.  Full copies of these financial statements 
are available from the Wokingham office. 
 R K Gulati, Charity Secretary 

Statement of Financial Activities for the year ended 31 March 2014 

  2014  2013 

 Unrestricted Restricted   

 Funds Funds Total Total 

 £’000 £’000 £’000 £’000 

Incoming resources 244 6 250 220 

Outgoing resources (222) (6) (228) (206) 
 _____ _____ _____ _____ 

Surplus for the year 22 - 22 14 

Transfer to Designated Funds (16) - (16) (10) 
 _____ _____ _____ _____ 

For the year 6 - 6 4 

 ____ ____ ____ ____ 

     

Balance Sheet – 31 March 2014   2014 2013 

   £’000 £’000 

     

Net current assets   85 69 

Less:  Creditors payable within one year   (19) (24) 
   _____ _____ 

Total assets   66 45 

   ____ ____ 

Represented by:     

Restricted Funds   - 1 

Unrestricted Funds   10 4 

Designated Funds   56 40 
   _____ _____ 

   66 45 

   ____ ____ 

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Reading County Court 
160-3 Friar Street 
Reading, RG1 1HE 
Mon & Thu 9:30am - 12:30pm - Drop in only 
 
Crowthorne Baptist Church 
Baptist Church 
High Street 
Crowthorne, RG45 7AT 
Fri 10am - 12 noon - Drop in only 
 
Swallowfield Medical Practice 
The Street 
Swallowfield, RG7 1QY 
Thu 10am - 1pm 
Tel: 0118 988 3134 - Appointments only 

How to contact us 
 
Tel:  0844 499 4126 (Assessment Team) 
Mon - Thu 9am - 3pm, Fri 9am - 1pm 
Email:  public@wokingham-cab.org.uk 
Online Advice available at 
www.wokingham-cab.org.uk and 
www.adviceguide.org.uk 
 
Wokingham CAB 
2

nd
 Floor Waterford House,  

Erftstadt Court 
Wokingham, RG40 2YF 
Mon - Thu 9am - 3pm, Fri 9am - 1pm 
Admin line 0118 978 7258 
 
Woodley CAB 
Headley Road (next to library) 
Woodley, RG5 4JA 
Mon & Wed 9:30am - 3:30pm 
Admin line 0118 978 7258 
 

Our Accountants:  
 

Chantrey Vellacott DFK 
Keal & Associates 

The Team 
CEO: John Ferguson Bureau Services Manager: Jean Rathbone Supervisors: Gill Cobau • Claire Oughton • Victoria Gornall-King 

Development Manager: Peter Huitson Training Manager/Supervisor: Tina Marinos Money Advisors: Sue Cornish • Rachel Morrell 
Administration Manager: Louise Corbett Local Healthwatch Supervisor: Rosaline Croy 

Wokingham Volunteers 
Supervisors / Advisers / Assessors: Andrew Pearce • Beverly Gribble • Bob Moore • Carol Montague • Carolyn Bell • Chidinma 

Nwahiri • Christine Holland • David Hunter • David O’Connor (IFA) • Elizabeth Shilham • Geoff Ogston • Glynis Duckitt • Gordon Smith 
• Hugh Dempster • James Forster • Jane Cops • Janet Baggott • Janet Clark • Janet Forfar • Jenny Smith • Joelle Bisimwa • John 
Totman • Jonathan de Mounteney (Barrister) • Julie Galuszka • Julie Sheffield • June Stevenson • Larishiya Dias • Lesley Ayres • 

Lesley Roberts • Melissa Deutrom • Mike Davis • Neil Wastell • Paul Edwards • Paula Barnard • Phillip Williams • Rachel Addison • 
Rebecca Reed • Roland Mear • Rosalind Walsh • Rosaline Croy • Sandra Hooke • Sara Bowring • Sara Readman •  Sidney Miles • 

Siobhan Sanctuary • Sophie Williams • Susi Cornish  • Terri Chafer • Terry Enright • Tony Franklin • Tony Hall • Trish Tuffield  • 
Vivienne Brown 

Admin Support / Reception:  Anne-Marie Hutson • Brittany Fletcher • Carolyn Ryder • Heather Scott • Kate Brown • Margaret 
Newstead • Nancy Rist • Rosalind Shakespeare • Jane Spicer • Sherry Steers • Sue Steers  

 Social Policy: Celia May 

Woodley Volunteers 
Advisers / Assessors: Aleksandra Ganeva • Desislava Ganeva • Doreen Osborne • Hermione Lewis • Jane Fiennes • Jean Collin • 

Pat Gordon • Penny Casewell • Victoria Gornall-King 
Admin Support: Beryl Woods • Carol Grant • Jade Taylor • Linda Martin 

Trustee Board 
Chair: Paul Adams Vice-chair: Chris Gibson Treasurer: Rajinder Gulati Trustees: Bob Wyatt • Celia May • Donald Illingworth • 

Jennifer Murray • Jenny Cheng • Judith Scott • Kirsten Dalton • Marilyn Young • Nick Campbell-White • Parry Batth 
Volunteer Rep:  Roland Mear Founder Members: Ann Potts 

Our Rota Solicitors:  
 

Clifton Ingram 
The Head Partnership 

Ratcliffe Duce & Gammer 
CP Law Solicitors 

Our Funders and 
Premises suppliers:  

Wokingham Borough Council ▪ 
Wokingham Town Council ▪ Woodley 
Town Council ▪ Earley Town Council ▪ 
Parish Councils ▪ Client and Volunteer 
donations ▪ Swallowfield GP Practice ▪ 
Crowthorne Baptist Church ▪ Reading 
County Court ▪ Berkshire Community 

Foundation ▪ Wokingham Lions ▪ 
Rotary Club of Wokingham ▪ The 

Earley Charity  
Additional thanks to: 

Berkshire Masonic Charity ▪ 
Swallowfield Horticultural Society ▪  

P.J. Hickman ▪  
Unicorn Club 


