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 Peter’s Church PCC; Fareham & Winchester CABs;
Home Start Meon Valley, Milton Keynes Employment Law Unit; Oxfordshire Welfare Rights; CitAH;

Bishops Waltham
and the Meon Valley
Anhnhual Report 2009/10

citizens
advice
bureau

the staff of Citizens Advice; Shelter; Bishops Waltham Rotary Club; Meon Valley Lions; Dr Lucy
Grafen; Mr Keith Wickert; Clir 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.

The Bureau is an independent charity
funded by grants, fundraising and
donations. It employs five part time
staff and pays for the premises and
other operating costs. This supports the
team of Volunteer Advisers and
associated training and information

The Citizens Advice Bureau is
Independent
Impartial
Confidential
Free

The Charity for your Community

costs. Together we can work on
practical solutions
to overcome problems

Receipts & payments summary for the
year ended 31° March 2010 :
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We would like to thank Home Start Meon Valley for their invaluable help
with the production of this document.

Hampshire
County Council



Chairman’s Report

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 ‘local access’ 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 on the last
Thursday of each month.

Steve Delmege is now our Citizen’s 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.

Finally my thanks go to all Trustees and the bureau Managers and Volunteer Advisers—31 of
them. It is they that make Bishops Waltham Bureau what it is. Particular thanks go to
Georgie Busher who steps down after many years as Winchester City Council Representative
and to Gill Sawyer who steps down as our Minutes Secretary.

Frank R Pearson, Chairman

Monhey 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
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Mahager’s 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 “crucial” to solving the
problem, and the remaining 25% saying that it was “important”. This reinforces the result
of our Quality of Advice Audit in February, where we were delighted to once again achieve
an outright pass, putting us amongst the top 10% of bureaux in the country.

We have continued with our campaign work (social policy), 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 - all of whom make the work we do possible. I'd
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

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
bite-size computer programmes.

My thanks go to all the dedicated advisers for their continued hard work and commitment
to the service.

Lin Kelly, Training Supervisor and Deputy Manager

gocial Policy Report

An important part of the bureau’s work, in addition to helping people directly with their
individual problems, is our campaigning work, which we call Social Policy. There are two
aspects to this: local campaigning on issues affecting our area, and “evidence reports” to
the national association on issues that affect the whole country. The Bureau was
complimented on its social policy work in the recent audit - 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. Employment and benefits led the way with the most issues, followed by
housing, debt , finance and consumer problems.

Locally, we still campaign for NHS dentistry for the Meon Valley, and continue to work with
our colleagues in other local Bureaux to discuss issues particularly of a local nature. We
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.

Aely Emmett and David Street, Social Policy Co-ordinators and Advisers



