Citizens Advice Wokingham
Impact Report
2018-19

Wokingham

Headlines in
Wokingham
For every £1 invested in
Citizens Advice Wokingham the value is:

Fiscal Value

£3.75

Public Value

£19.22
We helped 2258 people
with their problems
Working on
6458 issues

Value to the
people we
help

£17.21

Our advice delivers savings for Government
agencies and services. The advice we oﬀer and
the way we help clients solve their problems
means Government agencies are less likely to
deal with clients. Because our service reduces
enquiries on beneﬁts and tax credits with the
Department for Work and Pensions and HM
Revenue and Customs, as well as housing
enquiries with Wokingham Borough Council.
If you have any residents who you feel
would beneﬁt from our help, then please
refer them to our service.

Financial savings to local and
national Government due to fewer
payments for out-of-work
beneﬁts, costly evictions,
re-housing evicted tenants and
less demand on the NHS.

When people have fewer
problems they have higher levels
of wellbeing, participation in
society and productivity. Our
calculation of public value also
includes the value of a volunteer
run service.

We help individual clients to
achieve individual ﬁnancial
outcomes like getting back-dated
beneﬁts, writing-oﬀ debts and
refunds for consumer issues.

Introduction
It has been another busy year for us all at Citizens Advice Wokingham, with over
2200 clients accessing our advice and information services, provided by our
dedicated team of volunteers and small amount of staﬀ.
I was delighted to join the team as Chief Executive in November 2018 and have
enjoyed engaging with Councils and Councillors that I have met with over the
last six months, and hope to meet many more of you in the coming months.
There will always be a need for Citizens Advice services in our
communities, and it is our duty to adapt to those needs. We are seeing an
increase in the amount of people contacting us via email and telephone,
leading us to review our resources to respond to this.
We are grateful to Wokingham Borough Council for providing us with additional
space so that we can grow our services and comfortably recruit more
volunteers to the team - it really helps.
We are currently out to consultation with Wokingham residents and
stakeholders, following two months of internal discussions about how we grow
and what we ultimately want to be as a service provider in the community.
I would love to welcome you to visit our services and see ﬁrst-hand the
work that our team do to support your residents.
Please contact me via
jake.morrison@citizensadvicewokingham.org.uk to
arrange a visit.
This year we celebrate an 80th anniversary of
Citizens Advice, with the Wokingham charity
launching in 1977 from Wokingham Town Hall!
We will continue to adapt and grow to meet the
needs of Wokingham residents and to help you,
where we can, achieve your priorities over the
coming years.
We are very proud of what we do, and I
thank you for all your support.

Jake Morrison
Chief Executive

Wokingham overview
Who we have helped in Wokingham 2018/19
Amount of clients:

Age

118

322

Amount of issues:

2258

727

590

205

163

136

Number of
issues per
enquiry area

6458

Beneﬁts & Tax
Credits

Housing

Debt

Relationships &
Family

Employment

2202

848

1307

790

898

Legal

Universal
Credit

Consumer
goods &
services

Financial
Services &
Capability

Health &
Community
Care

467

576

428

634

154

Travel &
Transport

Immigration &
Asylum

Discrimination

Tax

Education

144

249

112

97

35

Helping our clients
Client 1 - A common case
Carol’s income dropped following a period of ill health where she was unable
to work. Upon returning to work, her debts had accrued - namely council tax
arrears of £1900.
Carol had arranged a repayment plan with bailiﬀs, but had not realised that
this did not include parking ﬁne and other catalogue debts.
Our Debt Adviser contacted the bailiﬀs to ask for a hold on collection activity
whilst we completed a Financial statement, we also performed a beneﬁt check
which identiﬁed a claim for Universal Credit. We were able to help Carol with
this and helped her open a new bank account. She now has an aﬀordable
payment plan.
Client 2 - Specialist employment advice
Our client had been dismissed within months of joining a new employer who
had poached him from a rival but then decided to close the business down.
With under 2 years’ service he was unable to make an Unfair dismissal claim
but as he hadn’t been paid his correct notice and outstanding commissions
promised to him (no contract issued) we were able to make a Wrongful
dismissal claim.
We submitted an ET1 and the employer, having failed to respond in time,
settled the case prior to the Employment Tribunal hearing for £3k which was
more than we estimated he would have been awarded!
Client 3 - Empowering people with advice and information
Trevor visited our oﬃce to discuss his adult sons wellbeing, after becoming
concerned about him ignoring correspondence and rejecting oﬀers of help, with
the risk of losing his beneﬁts and home.
Our client wanted help to understand what options were available to him to
support his adult son receive appropriate support.
Our assessor, John, identiﬁed appropriate steps that our client can take including
approaching the Community Mental Health Team, liaising with the family GP and
the possibility of applying to the Court of Protection for authority to make
decisions about someone’s personal welfare.

At our May Fayre stall in
Wokingham Town Centre

Wokingham
Overview
For the last 42 years, Citizens Advice Wokingham has worked tirelessly to
support people with their problems - ranging from beneﬁts and debt, to family
breakdown or education problems.
Whilst supporting people with their problems through our face-to-face, email &
telephone advice services, we also provide support around advocacy, research
and education.
We take lessons from our client experiences and share those with local decision
makers, such as yourself. It is important, therefore, that we built strong and
eﬀective relationships to be able to have as great an impact as possible.
A good example of this is our recent joint work with Wokingham Borough
Council’s council tax team. With council tax arrears as our biggest debt problem
clients contact us about, we now host a joint surgery once a month with oﬃcers
from the council tax recovery team, aimed at supporting people with
repayment plans and appropriate debt advice. With the aim to reduce bailiﬀ
usage and support our clients to take control of their ﬁnances.
Over the next few pages we have provided a ward breakdown (based on
Wokingham Borough Council wards), including amount of clients from each
area and the most common issues. We hope this will be useful for you in
understanding the work we do for your constituents.
We are, of course, always reviewing our work to ensure we can always support
people the best way we can.
The important thing to note is that we do not tell people what to do, we
empower them.
Our volunteer advisers:
● Interview people face-to-face and by phone to ﬁnd out what their
problems are, to assess how much support they may need
● Help people to negotiate with companies or service providers such as
creditors or to appeal against decisions, for example, welfare beneﬁt
claims
● Write letters or phone companies and service providers on behalf of
clients
● Help people to prioritise their problems, for example, to sort out which
debts are most important

Ward information
Ward

Arborﬁeld

Barkham

Bulmershe and
Whitegates

Charvil

Coronation

Emmbrook

Number
of clients

Top issues

45

Beneﬁts, Employment, Debt, Relationships & Universal
Credit
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Rent arrears, housing associations
Threatened homelessness - 2 clients

57

Debt, Beneﬁts, Relationships, Financial Services &
Housing
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Credit, store & charge card debts
Threatened homelessness - 2 clients

225

Beneﬁts, Debt, Employment, Relationships & Housing.
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Council tax arrears
Threatened homelessness - 2 clients
Actual homelessness - 2 client

47

Beneﬁts, Debt, Relationships, Financial Capability & Legal
Top beneﬁt issue - Help with initial claim
Top debt issue - Mortgage & secured loan arrears and
Council tax arrears

96

Beneﬁts, Relationships, Legal, Financial Capability and
Debt
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Magistrate court ﬁnes
Threatened homelessness - 3 clients

189

Beneﬁts, Employment, Housing, Relationships & Financial
services
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Credit, store & charge card debts
Threatened homelessness - 10 clients
Actual homelessness - 1 client

Our clients
say:

“Fantastic, they approached me. Helped me
get somewhere to stay in this cold weather.
Very much appreciated.”

Ward

Evendons

Finchampstead
North

Finchampstead
South

Hawkedon

Hillside

Hurst

Number
of clients

Top issues

189

Beneﬁts, Relationships, Debt, Housing & Employment.
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Council tax arrears
Threatened homelessness - 2 clients

88

Beneﬁts, Housing, Employment, Relationships & Debt
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Council tax arrears
Threatened homelessness - 10 clients
Actual homelessness - 1 client

123

Beneﬁts, Debt, Relationships, Housing & Financial
Capability
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Debt relief order
Threatened homelessness - 5 clients
Actual homelessness - 1 client

179

Beneﬁts, Financial Capability, Employment, Housing &
Relationships
Top beneﬁt issue - Help with initial claim
Top debt issue - Council tax arrears & Debt Relief Order
Actual homelessness - 2 clients
Threatened homelessness - 2 clients

116

Beneﬁts, Housing, Financial Services, Employment & Debt
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Credit and store & unsecured personal
loan
Threatened homelessness - 6 clients

31

Beneﬁts, Universal Credit, Housing, Debt & Relationships
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Council tax arrears & Rent arrears
Threatened homelessness - 2 clients

“Very helpful! I felt very listened to & he
explained everything very clearly.”

Ward information
Ward

Loddon

Maiden Erlegh

Norreys

Remenham,
Wargrave and
Ruscombe

Shinﬁeld North

Shinﬁeld South

Number
of clients

Top issues

194

Beneﬁts, Debt, Housing, Universal Credit & Employment
Top beneﬁt issue - Help with initial claim
Top debt issue - Council tax arrears
Threatened homelessness - 7 clients

133

Beneﬁts, Employment, Relationships, Housing & Debt
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Unsecured personal loan debts & unpaid
parking penalty
Threatened homelessness - 2 clients

304

Beneﬁts, Debt, Employment, Universal Credit & Housing
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Council tax arrears
Threatened homelessness - 12 clients
Actual homelessness - 3 clients

78

Beneﬁts, Employment, Relationships, Debt & Housing
Top beneﬁt issue - Employment Support Allowance
Top debt issue - Bankruptcy & Credit and store debts
Threatened homelessness - 5 clients
Actual homelessness - 2 clients

74

Beneﬁts, Debt, Universal Credit, Employment &
Relationships
Top beneﬁt issue - Help with initial claim
Top debt issue - Council tax arrears
Threatened homelessness - 4 clients

143

Debt, Beneﬁts, Employment, Housing & Financial
Capability
Top beneﬁt issue - Help with initial claim
Top debt issue - Council tax arrears & credit card debt
Threatened homelessness - 4 clients

“Diane was absolutely lovely - caring and understanding
of my situation. She did what my employer should’ve explained what was happening and why in simple
terms. And what else I should check.”

Ward

Sonning

South Lake

Swallowﬁeld

Twyford

Wescott

Winnersh

Wokingham
Without

Number
of clients

Top issues

48

Beneﬁts, Housing, Debt, Financial Capability &
Relationships
Top beneﬁt issue - Housing beneﬁt
Top debt issue - Credit, store & charge card debts
Threatened homelessness - 4 clients

103

Beneﬁts, Relationships, Employment, Debt & Housing
Top beneﬁt issue - Personal independence payment
Top debt issue - Credit, store & charge card debts
Actual homelessness - 1 client

54

Debt, Beneﬁts, Employment, Relationships & Financial
services
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Mortgage arrears & credit debts

81

Beneﬁts, Relationships, Debt, Housing & Employment
Top beneﬁt issue - Help with initial claim
Top debt issue - Debt relief order
Threatened homelessness - 5 clients

166

Beneﬁts, Debt, Employment, Relationships & Housing
Top beneﬁt issue - Housing Beneﬁt
Top debt issue - Council tax arrears
Actual homelessness - 3 clients
Threatened homelessness - 4 clients

228

Beneﬁts, Debt, Housing, Employment & Relationships.
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Council tax arrears
Threatened homelessness - 6 clients

131

Beneﬁts, Debt, Employment, Relationships & Consumer
Top beneﬁt issue - Personal Independence Payment
Top debt issue - Credit and store debts

“Excellent sound boarding and collaboration which has
clariﬁed my prior feelings and has given me a few new
directions to pursue. Many thanks”

Staﬀ and volunteers
participating in our consultation
on adapting our services

Our Volunteers
What made you want to volunteer here?
“I’ve always volunteered, I’ve had that many volunteer
jobs. Up until I was taken ill, I was doing virtually ﬁve days
a week at diﬀerent charities. When I was ill, I had to sit for
hours and days on end, and I decided that that could
never happen again and that I would go out and work.”

Margaret
Receptionist

What does it mean to you to help people with Citizens
Advice?
“Oh, it’s wonderful. You feel like you’re giving back to
people, with what they’ve helped you with over the years.
I just feel that face-to-face talking with people works
wonders. I think face to face is a lot better. With reception
work, you see somebody come through that door, and it’s
surprising; they came to see advisers, but you can bet
your life I got their life story sitting at that reception
desk.”

What is the title of your role, and what do you do?

Tony
Assessor

“I’m a Gateway Assessor, which is essentially like a triage nurse
in a hospital. I am the ﬁrst to meet people, and do an
assessment of their needs. I decide whether I can help them
immediately, in which case I do, or whether they need more
in-depth assistance, in which case we can book an hour-long
assessment to go through things in detail.”
Do you give any hands-on guidance to them, or is it more
about signposting them?
“There’s lots of really useful information on the Citizens Advice
website, so that’s often a good source. If, for instance, we have a
client who is dropping in with a quite speciﬁc question which
can be resolved just by looking on the website, I would actually
get onto the computer with them and interview them, show
them the right website and ensure that they have the right link
to follow it up. That often provides a simple answer to the
question they have. I do this via telephone and face-to-face.”

Our Volunteers
What do you do in your role?
“In my role, I specialise in employment cases. The way that
tends to work is that if the general advisers see more
complicated employment cases that need specialist input,
they’ll refer the case to me. Occasionally, I see people who
come in oﬀ the street if the supervisor feels that they need
specialist employment support. I tend to pick up the trickier
employment cases; some of those cases we’ll obviously give
advice on, and some of them we progress and support to an
Employment Tribunal. I will support people who need to
take their cases to law through that process.”

Rob
Employment
Adviser

Rob recently secured a settlement
of £90,000 for a vulnerable client!

What is your role?

Dianne
Adviser

“I’m a Volunteer Adviser. It’s my job to give advice to clients
when they have problems, and I can look at a wide range of
things. We explore the issue, work out what the options are and
give the clients advice on their next steps to resolve that
problem, whatever it may be.”
Have you volunteered in other positions here?
“Initially, I was working here as an admin volunteer to get
information and feedback from people who had used the
service. The collected data was used when we applied for the
funding from Wokingham Borough Council, so that the council
had the information from clients such that they could decide
whether they thought it was worthwhile to keep supporting us.
Some data came through surveys that clients completed after
they’d had an appointment, but the majority was through
telephone calls to people who had used the service in the
previous month. That was overwhelmingly positive, and it was
incredible to see the feedback that people gave, how
appreciative they were, and the range of situations that people
find themselves in that you might never expect.”

Research & Campaigns
“Since the inception of Citizens Advice 80 years ago the
twin aims are to provide advice people need for the
problems they face and secondly to improve the
policies that aﬀect people lives.
Our Research and Campaigns locally and nationally
harness the evidence to campaign for change and to
inﬂuence organisations and policy makers.
I am proud to be the Volunteer Research and
Campaigns Coordinator for Citizens Advice Wokingham
and we hold regular Research and Campaign Meetings
with all of the volunteers and staﬀ where emerging
local and national issues are discussed and action
taken as necessary.

Ros Croy

Listed below are some the of the Campaigns that we
are actively working on. If you would like to support
Research
one of our campaigns please contact me so that we can
arrange a meeting”

& Campaigns
Co-ordinator

Council Tax Arrears
We are calling on Wokingham Borough Council to adopt our
Council Tax Protocol.
With council tax as the most common debt problem people
come to Citizens Advice Wokingham about, there is more to
be done in this area.
Whilst other debts have fallen nationally, council tax arrears have sharply risen
since 2013. In 2018/19 we helped 150 people with issues around council tax debts.
The Council Tax Protocol would include:
● WBC working with enforcement agencies and ourselves to help people pay
their council tax bills while accessing debt advice
● All communication with residents about council tax to be clear
● For WBC to use the Standard Financial Statement when calculating
repayment plans
● Flexible payment arrangements to be oﬀered to residents
● For WBC not to use enforcement agents where a resident receives Council
Tax support
● For WBC to publish their policy on residents in vulnerable circumstances

Research & Campaigns
Universal Credit
Universal Credit has replaced many existing beneﬁts
for people both in and out of work and is the biggest
change in the welfare system in a generation.
In Wokingham full service UC went live in May 2018.
It replaces these beneﬁts for most people:
● Housing Beneﬁt
● Income-related Employment and Support Allowance (ESA)
● Income-based Jobseeker’s Allowance (JSA)
● Child Tax Credit
● Working Tax Credit
● Income Support
Our new Help to Claim project through Citizens Advice and DWP is designed to
help people navigate through this new beneﬁt and receive the support that they
need. We continue to highlight challenges for our clients through this process.

Empowering people with
mental health
The most common health problem our clients have is
mental health related. We know that one in four of us
will experience poor mental health in our lifetime, and
the extra pressures this adds to day-to-day life.
Amongst people who contact Citizens Advice, people with mental health problems
have a greater number of practical problems - including;
● 62% more likely to need advice on threatened homelessness
● 3 times as likely to be homeless due to repossession by a housing
association
● 2.4 times as likely to need advice on emergency accommodation
● 61% more likely to need advice on accessing jobs than clients overall
● 24% more likely than clients overall to need advice on enforcing employment
rights
Our campaigning work is to put these issues on the agenda and to work locally to
shape services, including our own, to be more responsive to this.

2019/20 - looking forward
The world has changed dramatically since Citizens Advice was created in the
early days of the Second World War. But the need for quality, impartial and free
advice remains as vital today as it has ever been.
Whether it’s debt or beneﬁt advice, a broken relationship or housing worries,
our fantastic team of staﬀ and volunteers continue to be there for people, when
they need them most.
But, as the world changes, we need to change too.
This year, working with government, we took on the challenge of supporting
people moving to Universal Credit. Working with the council, we’re now oﬀering
advice for people struggling with council tax arrears.
To make sure we’re oﬀering the best advice in the future, we know we need to
listen. So we’ve been asking you, our team and our partners about what
services we need to provide - and how we need to provide them.
That may mean doing things digitally - or making more time to talk face-to-face.
A new outreach project got underway this year, with advisors getting out into
our community, and I’m sure we’ll do more in the future.
And we can step up because Citizens Advice Wokingham has a fantastic track
record of getting things done, a brilliant team of people that really care about
Wokingham, and partners that share our purpose and values.
We can step up because we have solid foundations.
Our recent in-depth assessment by national Citizens
Advice scored us ‘excellent’ across every area of
leadership, operations, governance and ﬁnance.
For that I must thank our staﬀ, volunteers and
Board, with particular thanks to John Ferguson and
Paul Adams. Our former Chief Executive and Chair,
both of whom decided it was time to move on this
year, have left Citizens Advice in great shape.
And while we plan for the future, as we adapt
and expand our service, our commitment to
be there, oﬀering great and free advice
when it is needed most, will not change.

Tim Abbott
Chair

A visit to our Wokingham
oﬃce from
Sir John Redwood MP

Staﬀ and volunteers at
our Woodley Oﬃce

Thank you!

Our funders

Generalist Advice &
Information Services

Arborﬁeld & Newland Parish Council - Barkham Parish Council
Charvil Parish Council - Finchampstead Parish Council - Hurst Parish Council
Remenham Parish Council - Wargrave Parish Council - Shinﬁeld Parish Council
Sonning Parish Council - Swallowﬁeld Parish Council - Twyford Parish Council
Winnersh Parish Council - Wokingham Without Parish Council

Projects

Wokingham United
Charities have funded a 12
month Community Advice
project taking place in Gorse
Ride, Finchampstead & St
Sebastian’s, Wokingham
Without.
This project aims to reach
people who do not or cannot
access our services.

Berkshire Community
Foundation fund a 6 month
mental health support
project.
Increasing our accessibility
and support for clients with a
mental health problem.

Citizens Advice secured
funding from the Department
for Work and Pensions to
deliver a national service
supporting people with claiming
Universal Credit. We receive
some small funds from this
project to deliver a service
across Wokingham.
We also received funds to
promote Big Energy Saving
Week.

Monday to Thursday:
9am-3pm

Adviceline
0300 330 1189

Wokingham
Waterford House,
Erftstadt Court, RG40 2YF

Friday:
9am-1pm
Monday to Thursday:
9am-3pm
Friday:
9am-1pm
Monday & Wednesday:
9.30am-3.30pm

Woodley
Headley Road, Woodley,
Berkshire, RG5 4JA

Tuesday:
9.30am-2.30pm

Visit our website
Citizensadvicewokingham.org.uk
Registered Charity Number: 1027729

