
 



 
Bishops Waltham & the Meon Valley Citizens Advice Bureau  

Well House 
2 Brook Street  

Bishops Waltham 
 SO32 1AX 

 
Unincorporated Charity Registration No: 1044884  

 
Tel:   01489 896376   Fax:   01489 890815  

e-mail:   bishopswaltham@cabnet.org.uk  
web site:  www.bishopswalthamcab.org.uk  

 
OPENING HOURS 

 
Monday, Tuesday, Wednesday & Friday (Drop In & Telephone)  

10 am till 2 pm  
Thursday (Appointments only)  

4pm till 7pm  
 

Advice Surgery:  Wickham Community Centre, Mill Lane, Wickham  
Thursday (Drop In & Appointments)  

10.30am till 1.30pm  
 

Phoenix House Advice Desk  
Quarterly by appointment (residents)  

 
Home Visits by appointment  

 
Aims of the Service  

 
To provide the advice people need for the problems they face  

 
 

To improve the policies and practices that effect peoplesõ lives 
 

The Four Principles of the Service  
 

INDEPENDENT, IMPARTIAL, CONFIDENTIAL, FREE 
 

Together we can work on practical solutions to overcome problems with:  
 

Housing 
Benefits  

Employment  
Debt 
Tax 

Legal problems  
Immigration and Nationality  

Family and Relationships  
Consumer Rights 
Local Information  

mailto:bishopswaltham@cabnet.org.uk


Chairmanõs Report 
It is with a degree of trepidation that I hope to get things right when I present my first Annual 
Report on behalf of the Management Committee.  I trust that you will all forgive me if a draw on 
the superb precedents set by my predecessor Cllr Jean Hammerton now our Vice Chairman.  
 
After two years we are now well established in our new premises, Well House.  This last year 
2009/10 has shown how wise we were to move from Free Street.  
 
Winchester City Council continues to use Well House as a ôlocal accessõ point for residents.  The 
service of local information on Housing and Benefits on Wednesdays and Customer Service on a 
Thursday, rather than customers having to go up to Winchester, is proving to be extremely 
useful, as is the new Winchester Area Community Action Outreach (last Thursday of each 
month).  
 
Our Social Policy work continues.  Aely Emmett and David Street continue to put the data 
together for us.  This useful work helps not only in focussing attention towards local issues but 
also helps, along with reports from other bureaux to direct campaigns conducted by the National 
Association. 
 
Steve Delmege is now our Citizenõs Advice Hampshire (CitAH) representative.  He puts in some 
useful work reminding CitAH that small is beautiful, and that you do not necessarily gain with a 
local advice service by merging into larger organisations.  Thanks Steve.  
 
Like many organisations we are moving into a time of severe financial constraints.  We are 
therefore doubly grateful to our sponsors and donors who are listed in the Annual Report for 
their continued and valuable support.  Thanks to Stuart Datlen of Rule Datlen Mann, Chartered 
Accountants, for carrying out the independent inspection of our accounts as required by the 
Charity Commission. 
 
We seem to have had a plethora of audits this year:  Congratulations to the bureau for gaining 
an outright pass in our last Citizenõs Advice Quality of Advice Audit (QAA) in February 2010.  The 
80% gained is quite unusual as most bureau only gain between 70 ð 75%.  The question now to be 
answered is, ôhow many of the other 20% of the marks can we gain?õ  A second audit was an 
ôorganisational auditõ.  This noted some issues that we are already on hand to ôcorrectõ but 
nonetheless it was also a ôpassõ.  Thanks to Kate Francis and Peter Johnson for their useful 
reports - they may well lead to organisational changes in the future.  We may have to consider 
becoming an Incorporated Company and this will involve separation of the Trustees from 
Management and the bureau being more proactive in commissioning.  More of that in the future!  
 
As a Trustee/Management Committee we continue to be grateful for the support and 
professional expertise that our Honorary Treasurer lends the bureau.  I am, of course referring 
to Nick Dillow.  My personal thanks are added to those of the bureau managers, Suzanne Gill and 
Lin Kelly.  We also thank Gill Sawyer and Georgie Busher for their extremely useful work and 
support; Gill as Minutes Secretary who beavered away recording and making sense out of our 
discussions and Georgie who stands down as the City Council representative as she has, after 35 
years, retired from the Council.  Hopefully we will not lose her advice as a Trustee.  
 
Finally my thanks go to all Trustees and the bureau Managers and Volunteer Advisers - 31 of 
them.  It is they that make Bishopõs Waltham Bureau what it is.  Well done to you all. 
 

Frank R Pearson 
Chairman 



Managerõs Report 
 
The past year has been our busiest ever with almost 1,500 different people seeking our help 
with over 1,700 enquiries.  Our trained volunteer advisers assist people with their problems, 
providing information, options, advice and signposting.  We provide help on any topic, the most 
frequent being debt and money advice, benefits, employment and housing.  All our services are 
free of charge, independent and confidential.  We were especially pleased with the results of 
our Outcomes survey, where we asked our clients what difference our services had made, with 
75% stating that the help we gave them was òcrucialó to solving the problem, and the remaining 
25% saying that it was òimportantó.  This reinforces the result of our Quality of Advice Audit in 
February, where we were delighted to achieve an outright pass.  
 
The rise in demand was one result of the recession, with more people struggling with debt and 
financial worries, and experiencing job loss, unemployment and relying on benefits.  We were 
pleased to be able to offer increased advice sessions, thanks to the Additional Hours Project, 
which enabled us to provide an extra 4 hours per week (till 31 March 2010).  
 
One response to the extra financial problems people were experiencing, was the new Debt 
Relief Orders (DROs ð a simplified version of bankruptcy), and we were pleased that we had two 
very experienced debt workers, who were willing and able to train to administer applications for 
these new Orders.  I am very grateful to Chris Stewart and Lin Kelly for all their hard work on 
these. 
 
We have continued with our campaign work, especially around the lack of provision of NHS 
dentistry in our area, and the difficulties faced by people unable to work but turned down for 
benefits, or those treated unfairly by their employers.  
 
I would like to thank all Bureau staff and volunteers alike, for their unflagging help and 
commitment, and to our supporters ð all of whom make the work we do possible.  Iõd especially 
like to thank Lin Kelly, Chris Stewart, Joyce Simmons, Lorna Neill, David Street, Aely Emmett, 
Gwyn Halsall, Lynette Doolin, Sue Fitz -Gibbon, Steve & Chris Delmege, Frank Pearson, Jean 
Hammerton and Nick Dillow; also to everyone who provides financial support and donations, 
particularly Winchester City Council, our Parish Council funders, the Churches of Bishops 
Waltham and Upham; and Dr Lucy Grafen. 

Suzanne Gill  
Bureau Manager 

Training Report  
During the year Malcolm Wearn, Chee Price and Libby 
Midgley joined us and have completed their initial 
training.  
With effect from April 2010 a new modular training 
programme has been introduced so that each bureau 
can plan and develop a workforce to suit their needs 
and the needs of their own community.  This is the 
biggest change in training for 10 years.  
The training programme takes about 6 months to 
complete and trainees commit to 2 days a week during 
this period, thereafter they come into the bureau one 
day each week. 
Generalist Advisers continue to keep up to date 
through training courses, e -learning and bit -size 
computer programmes.  
My thanks go to all the dedicated advisers for their 
continued hard work and commitment to the service, 
and to Fiona and Winchester CAB for helping with 
training.  

Lin Kelly, Guidance Tutor/Deputy Manager  

Money Advice & Debt  
Help is given to all clients who 
contact us.  Clients living outside 
Winchester City Council area are 
advised to contact their nearest CAB.  
They are given the telephone 
numbers of free advice service such 
as Consumer Credit Counselling 
Service and the National Debtline.  
Within the Winchester parishes 
clients are given help to enable them 
to negotiate directly with their 
creditors, or if they are unable to do 
this they are offered a place on our 
debt programme with a named 
adviser who will correspond and 
negotiate with the creditors on their 
behalf.  Last year, we helped over 
400 people with money advice issues. 

Chris Stewart  
Money Advice Co-ordinator  



Statistics for 2009/10  

    

Total new enquires  1726       Total Contacts 6116   

Social Policy Issues 09/10  
Total Client Issues  

 
Debt   3,217 
Benefits  2,172 
Employment 1,308 
Signposting     955 
Housing     844 
Relationship    734 
Legal      558 
Consumer     367 
Finance     362 
Utilities      243 
Health     233 
Tax      153 
Other      106 
Travel      98 
Education      50 
Immigration      45 

Comparison of New Enquiries by year  Comparison of Contacts by year  
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Social Policy  
The Bureau achieved an outright pass for social policy in the recent audit ð a fitting tribute to the 
hard work of all the advisers who identify the issues of concern to the wider community and write 
up evidence forms to alert the social policy co -ordinators and Citizens Advice to the problems. The 
number and variety of these problems were similar to those identified last year. Employment and 
benefits led the way with the most issues, followed by housing, debt, finance and consumer 
problems. 
 
We followed the national trend in seeing an increase in the number of cases where people, 
considered too ill to work by their GPs and consultants, have nevertheless been assessed as fit for 
work by the DWP assessors. Unless they appeal, they lose Employment Support Allowance and are 
forced to seek work and apply for Jobseekers' Allowance or lose their benefits. People with mental 
illness fare particularly badly from these assessments. There has been an increase in the number of 
cases where tenants receiving Housing Benefit failed to pay their private landlords since the rules 
were changed so that it is normally paid to the tenant rather than the landlord. We also saw a rise 
in the number of cases where employers tried to dismiss staff in order to avoid paying redundancy 
money. There have been a number of instances of mis -selling financial products and poor 
treatment of people in debt by creditors and debt collection agencies.  
 
Locally, we still attempt to persuade the Hampshire NHS Primary Care Trust to spend some of the 
extra funds from government for NHS dentistry on a service for the Meon Valley. They accepted 
the need in principle some time ago and planned to set up a mobile facility with extra support for 
complicated treatment in local towns. We look forward to its introduction.  
 
The social policy co-ordinators meet their colleagues in other local Bureaux regularly to discuss 
issues particularly of a local nature. They hope to visit the local Benefits Centre at Totton and set 
up a liaison group to help resolve problems with benefits more quickly and satisfactorily.  
 
We raise topics of concern for discussion at worker's meetings and provide training for advisers and 
particularly trainees.  

Aely Emmett and David Street  
Social Policy Co-ordinators  

Traineeõs Report 
When I was approaching retirement I was looking for something interesting and worthwhile to do.  
Two friends who happened to have worked in their local Citizens advice bureau told me about the 
stimulating time they had.  
 
Following our induction Libby and I joined three other trainees from Winchester for our regular 
Tuesday tutorials.  We were introduced to the CAB ôAdvice Modelõ (a formal process for helping 
clients talk through their problems) and the 12 main enquiry areas (Debt, Benefit, Employment, 
Housing and Homelessness, Consumer, Immigration etc).  Each tutorial was followed by a training 
pack which we had to complete.  Our Tutor, Fiona, was very helpful and encouraging.  She assured 
us that we would gradually improve.  Together with the tutorials we sat in on interviews conducted 
by trained advisers.  I am most impressed by their confidence and patience.  
 
The final part of the training was the 4 day certificate course where we practised interview 
techniques.  The course also allowed us to examine our values and prejudices and how we should 
not allow these to influence the advice work.  This course rounded off the training perfectly.  
The work at the bureau is rewarding especially when we can show clients the way to manage their 
finance and debt.  By listening to the clients problems you can often see signs of relief on their 
faces.  Owing to my Quaker belief I like to see the good in everyone and bringing that into the 
interview enables me to be more empathetic.  As no two cases are the same, interviews are varied 
and interesting.  As much as possible clients are encouraged to help themselves after we have 
given them the options.  For the less able clients advisers can assist them by either writing letters 
on their behalf or ring up the appropriate persons during the interview.  
 
Thanks to the constantly updated Advisernet system we do not have to memorise the large volume 
of information.  That is a relief!  Since starting work at CAB I have made a lot of new friends and I 
am gaining new knowledge. 

Chee Price 
Trainee Adviser  



BISHOPS WALTHAM & MEON VALLEY CITIZENS ADVICE BUREAU 2009/10 
 
 

Staff  
Suzanne Gill -  Bureau Manager   Lin Kelly  -  Deputy/Guidance Tutor  
Chris Stewart -  Debt/IT Co-ordinator   Joyce Simmons -  Outreach Co-ordinator  
Lorna Neill  -  Admin Support 
 
 

Advisers 
   Judith Abbott -Kempster Gill Atkins    Janie Blott  
   Colin Carter   Chris Delmege  Lynette Doolin  
   Ian Dyson    Mary Eckersall  Aely Emmett 
   Sue Fitz-Gibbon   Lisa Fleck   Lorna Neill 
   Margaret Scriven   David Street  Pearl Willbourn  
 
 

   Trainee Advisers       Reception/Admin  
   Wendy Flynn   Kay Feltham-Jones+ Cheryl Adams 

Libby Midgely*   Chee Price*   Sue Barringer 
   Gill Warner*   Malcolm Wearn*  Janet Chant 
            Nilda Clark* 

   Volunteer Consultant      Edna Dear 

   Nigel Auckland       Christine Edwards* 
 
 

Management Committee  
Frank Pearson  -    Chair   Jean Hammerton    -    Vice Chair 
Nick Dillow               -    Hon Treasurer Michael McCredie   -    Hon Solicitor 
Gill Sawyer+            -    Minutes Secretary Phil Clohosey 
Steve Delmege*      Gary Humphrey* 
Averil Leesmith*      Carolyn Russell* 
Wendi Wyn-Roberts*     Georgina Busher  -    Winchester City Council 
Peter Mason          -    Hampshire CC Rona Pickering+  -    Bishops Waltham PC 
Suzanne Gill         -    Bureau Manager Lin Kelly                   -    Deputy Manager 
Ian Dyson*            -    Adviser Rep  Kathleen Hales+      -    Adviser Rep 
Gwyn Halsal         -    Adviser Rep 
 
* indicates personnel who have joined during the year   + those who have left  

 

 

Our sincere thanks go to all individuals and organisations who have helped the Bureau during 

the past year.  Special thanks go to:  

 
Winchester City Council; Hampshire County Council; Parish Councils of: Corhampton & Meonstoke, 
Curdridge, Denmead, Droxford, Durley, Hambledon, Shedfield, Southwick & Widley, Swanmore, 
Upham, Whiteley & Wickham; Upham Church; St Peterõs Church PCC; Fareham & Winchester CABs; 
Milton Keynes Employment Law Unit; Oxfordshire Welfare Rights; CitAH; the staff of Citizens 
Advice; Shelter; Bishops Waltham Rotary Club; Meon Valley Lions; Dr Lucy Grafen; Mr Keith 
Wickert; Cllr Tony Coates; Chris & Steve Delmege; Averil & Ian Leesmith; Gary Humphrey; Gill 
Atkins; Margaret Scriven; Stuart Datlen at Rule Datlen Mann Chartered Accountants for carrying out 
the independent examination; clients and members of the public for their kind donations; 
members of the Management Committee; all our fantastic Bureau volunteers and staff for all their 
hard work and dedication.  Finally we would like to thank Home Start Meon Valley for their 
invaluable help with the production of this document.  



www.bishopswalthamcab.org.uk  
           www.adviceguide.org.uk  


