CITIZENS ADVICE WAVERLEY (CAW)
PROVISIONAL FORECAST FOR 2018/19
Introduction
1.
For many years we have enjoyed a very positive working relationship with our key
stakeholders, exemplified by a series of three year funding agreements. These have enabled
us to plan our service over that period with some confidence, for which we are very grateful.
2.

Our current 3-year funding agreement with Waverley Borough Council (WBC) runs until
31 March 2018 and similar agreements with at least two of our other key funders will end at
the same time. The level of funding that will be available to us from these sources going
forward is unclear.

3.

This paper has been prepared to provide an indicative view of the future funding needs of
CAW. The estimates it contains have been prepared on the assumption that we maintain
the level of service envisaged in the current agreements with WBC and other key funders. It
also considers the likely impact of a lower level of funding being available.

Overview
4.
Citizens Advice Waverley operates with over 160 volunteers and 8 FTE of paid staff across
our four offices in Cranleigh, Farnham, Godalming and Haslemere. It is funded primarily
from three sources, Local Authority grants, service charges and local community support in
the form of donations and attendance at fundraising events. We support people through
several methods, but our face-to-face advice service remains the most valued by our clients
and best method of supporting the most needy and vulnerable people.
6.

We are aware of the financial pressures on our local authority funders and have engaged in
a number of cost-cutting and revenue raising activities in recent years. But the increasing
need for our services, reducing opportunities for accessing new income streams and full
impact of new regulations placed on charities are placing unprecedented new strains on our
current resources. We are currently running at a deficit against income and relying on
reserves that will be used up during 2018/19.

7.

What is required for the next financial year is either an increase in funding or a reduction in
costs. Staff costs are at a minimum in the existing structure, so unless we see an increase in
income, our only options will be structural change. This could involve closing an office thus
reducing the face-to-face appointments available to those who need them and the
volunteering opportunities available within our organisation.

8.

The following paragraphs set out these issues in greater detail:

Demand for advice
9.
Citizens Advice Waverley (CAW) is the only provider of holistic advice services within the
Borough. Each year we help around 6,000 people who lack the knowledge, skills or mental
capacity to cope with the often complex processes associated with life-changing events such
as job loss, illness, relationship breakdowns or changes in carer responsibilities. Our services
help these people to take back control of their lives.

10.

Current demand for our services is high, in particular from those communities with higher
levels of deprivation, and sometimes we struggle to meet the targets set by WBC in relation
to waiting times between first contact and full advice provision. This is particularly acute in
Farnham, whose catchment includes one of the five most deprived areas in Surrey.

11.

Our expectations are that demand for our services will only increase, in particular because
of:
a) the impending local roll-out of Universal Credit, with its complex claiming process, which
it is anticipated will affect around 28% of all working families and more than half of all
families with children
b) the increasing population of the borough and its age profile, and
c) increasing national regulation on us as a charity. This includes new Information
Assurance requirements that impact particularly heavily on organisations that hold large
quantities of confidential client information, a formal accreditation process for everyone
providing or overseeing the provision of financial advice and more resource-intensive
quality-assurance process requirements.

Our ability to support our clients
12.
We have around 120 volunteers who provide advice to clients and a further 40 who support
the organisation in a variety of ways, including through fundraising, receptionist duties,
governance roles etc. These volunteers are supported by less than 8 FTE of part-time paid
staff with an average FTE salary cost of around £28,500 including pensions and NI.
13.

We already have a very high ratio of volunteers to paid staff and pay our staff less than many
comparable organisations in the County. Therefore we see limited opportunity to reduce
payroll costs whilst continuing to provide the levels of service built into the current
agreements with main funders.

14.

We have done much to reduce overhead costs over the last few years and have saved some
£7,000 per annum. Those remaining are largely fixed costs based on the number offices and
to a lesser extent their opening hours. Bearing in mind the actions we have already taken
the only area we believe there might be any remaining scope for reducing costs is premises
which may include negotiating a rent reduction or moving. We are currently considering
these options and will build them into an updated forecast later in the year.

Income generation
15.
As in previous years the majority of our income has come from on our key stakeholders (57%
from WBC and 17% from Town Councils). We have been very successful in the past in raising
funds from other sources in particular:
a) donations and community fundraising;
b) charging for services; and
c) subletting our premises –largely to other charity or public sector bodies.

16.

We continue to be the most successful Citizens Advice in Surrey in raising funds from our
local community and hope to continue to achieve these levels in the future.

17.

In common with all Citizens Advice offices across the country, our direct services to clients
are free, as required by the terms of our membership of the Citizens Advice national
organisation. However we do charge for services we supply to organisations. These include
the local administration of Surrey County Council (SCC)’s Local Support Allowance (LSA),
acting as authorised intermediaries for the Insolvency Service’s Debt Relief Orders (DROs)
and advising clients on reducing their utilities bills. We also charge for supplying information
to Healthwatch Surrey, and piloting new services for Citizens Advice’s national organisation.

18.

Although some of these contracts are expected to continue, the overall income from this
source is expected to fall. Being part of an affluent borough puts us at a significant
disadvantage in attracting national funding and during the last year or so we have lost six
highly competitive bids for new contracts. We will continue to try to find new sources of
funds but believe it would be imprudent at this time to include these in our forecast.

19.

We are also undertaking a review to ensure that we are levying charges wherever possible.
However the issues on which our clients predominantly seek our advice (nearly one third on
benefit entitlements and one fifth on debt) mean that the scope for raising any significant
income from them will always be severely limited. However we continue actively to
promote our charitable status and to encourage and simplify the process for clients to make
donations, including through text donations.

20.

Recent funding pressures on the public and voluntary sector have resulted in our losing over
£15,000 per annum of income we had previously received from subletting our premises to
organisations from those sectors. We will continue to try to find organisations that could
share our premises, but have not assumed any new income from subletting in our forecasts.

Finances
21.
In 2016/17 we ran a deficit against income of just under £28,000 and ended the year with
unrestricted reserves of £102,910 and restricted reserves of £31,714. The minimum level of
unrestricted reserves suggested by charity law is 3 months operating costs which equates to
roughly £90,000. Our budget for 2017/18 indicates a loss similar to 2016/17 which would
result in our unrestricted reserves falling below this minimum level. However, we envisage
that transfers from our restricted reserves will enable us to remain above this minimum
level at the year end.
22.

Attached to this paper is a provisional forecast for CAW for 2018/19 based on the
assumption that we maintain the service levels envisaged in our current agreements with
funders. This shows that to do this our aggregate funding from our principal funders would
need to be increased from our current levels of £275,000 to £316,450 in 2018/19.

Alternative options
23.
WBC is our principal funder, but we also rely on significant financial support from the
Town/Parish councils where our offices operate. So the impact of any shortfall in funding is

not a simple question as it will depend on the funding from each of the five organisations
that have supported us so strongly over many years.
24.

We are currently open for 15 “full day equivalents” each week across the four offices. The
easiest way to consider the implications of any shortfall against our budget is, in the first
instance, to consider a reduction in these opening hours. Our variable costs e.g. costs that
could be avoided if we were open for one less day each week are about £10,500 per annum.
So if aggregate funding were to remain at the same level (e.g. £275,000) then we would
need to reduce the number of days we were open by 4 days each week.

25.

Which offices would be affected would depend on discussions with WBC and the relevant
local town or parish council. Clearly a large reduction in the opening hours of a particular
office could make it uneconomic to run as there are significant fixed costs, in particular rent
and related property costs. This would need to be balanced with the key benefits of
operating in each of the four main population centres:
a) providing much better access to our services for those in greatest need; and
b) enabling us to recruit volunteers from these local communities that we would not
be able to do otherwise.

26.

Clearly the real disadvantage in reducing the number of opening hours across the Borough
would be a reduction in the number of local people we are able to support. In simple terms
a one day reduction in opening times would reduce the number of people we can help and
support by something like 375 per annum.

27.

We are also investigating options for changing our advice structure, including introducing a
new Information Service model that is currently being trialled in some other Citizens Advice
offices in England. This provides more able people with access to the resources they need
to find solutions to their own problems, using intelligent advice terminals supported by
volunteers trained as “Information Assistants.” Although taken alone this is unlikely to
deliver significant cost savings it could free up some fully trained advisers to ensure that
they were available to support more vulnerable and needy clients. Combined with some
reduction in the hours we provide full advice services it could mitigate, to an extent, the
reduction in the number of clients we would be able to support.

Conclusion
28.
We do not take any of this lightly and will, of course continue to search for alternative
options. However it is important that we keep our key stakeholders informed about the
challenges and threats we are facing and seek their support in addressing these in ways that
will least damage the help and support that we currently provide to the most vulnerable and
needy people in our local society.

ANSWERS TO QUESTIONS FROM GODALMING TOWN COUNCIL TO CITIZENS ADVICE WAVERLEY
1.

What is the number of GU7 postcode residents who have sought assistance from CAB in
the last reporting year?
Not all of our clients provide us with their postcode details. Some choose not to and others
access our services in ways that do not require them to, such as online via our website, via
email, or via webchat.
Taking this into account we estimate that Citizens Advice helped around 1,000 GU7 residents
in 2016/17, including those who provided a GU7 postcode, plus an estimated commensurate
proportion of those for whom we do not hold postcode details.
Additionally we estimate that close to 800 GU7 residents also access Citizens Advice services
online, including around 200 last year via our website. (We appreciate that some of these
may also use our phone or face to face services.)
We also took part last year in a nationally funded pilot of advice provision via webchat. We
estimate that we helped around 30 GU7 residents via this channel.

2.

What percentage of these were assisted via the telephone/online advice system and what
percentage were assisted via an appointment at the Godalming Centre?
Nearly 60% of the GU7 residents assisted by Citizens Advice last year had a face to face
appointment at our Godalming office. Around 20% were assisted exclusively by phone or
online. Almost all of the remaining 20% of GU7 residents received face-to-face advice at
another Citizens Advice office within the Citizens Advice Waverley district. (Last year only 48
of the known GU7 residents receiving face-to-face advice went to a Citizens Advice office
outside Waverley.)

3.

What is the number of non-GU7 residents who have sought appointments at the
Godalming centre?
Advisers at our Godalming office helped 360 non-GU7 residents with face-to-face advice in
2016/17. These clients were predominantly from the adjoining GU postcode areas.

4.

What is the percentage of GU7 residents as compared to the total for Citizens Advice
Waverley’s area that have sought advice by telephone, online or face to face advice?
Around 20% of the clients helped by Citizens Advice Waverley last year were GU7 residents.

5.

What is the range of issues faced by GU7 residents requiring assistance and linked to this is
whether these have shifted in say the previous 10 years?
The top 5 issues we helped GU7 residents with last year were:
Benefits
Debt
Housing
Employment

38%
12%
10%
9%

Relationship

8%

The range of issues that we handle for our clients has remained broadly consistent for many
years, with benefits, debt, housing and employment issues dominating. However the level
of enquiries on each of these issues varies year by year, reflecting changes in the socioeconomic climate and legislation.
For example in 2008/09 (the earliest period for which we have detailed records) when there
was less statutory control on lenders, debt represented around 18% of our total enquiries.
In 2016/17 it had dropped down to around 14% of our total enquiries.
The introduction of Welfare Reform has increased the number of benefits related enquiries
from under 28% in 2008/09 to over 31% of our total enquiries in 2015/16. Around 38% of
GU7 clients in 2016/17 had welfare benefit related issues.
6.

Previously GTC was asked to increase the grant provided due to a rise in unemployment
caused by the economic down turn, employment is currently at an all-time high and
therefore what is the driver for the grant remaining at this level?
A few years ago, as the economic downturn began to bite, we did see an increase in
enquiries about employment rights, debt management and benefit entitlements. This
required additional resources to manage, including training and quality control processes.
Whilst the number of enquires on first two of these issues have reduced over the last couple
of years, the continuing roll-out of Welfare Reform has meant we have received significantly
more enquiries about benefit entitlements, particularly for those with disabilities. This now
represents over 38% of our total enquiries from GU7 residents.
The local introduction of Universal Credit next year will impact on over 50% of local families
with children. We anticipate that this will significantly increase demand for our advice and
support on this topic, and will require more resources to manage and quality assure.

7.

What is the totality of Citizens Advice Waverley’s current income, expenditure and
reserves?
The attached budget for 2017/18 (annex 1) and a provisional budget for 2018/19 (annex 2)
and covering paper (annex 3) jointly set out the detail of our current financial position. This
demonstrates that we would require a 15% increase in our amalgamated income from key
funders in 2018/19 in order to retain our current service levels across the borough..

8.

Please provide a breakdown of all income sources with a particular focus on the monies
received from Waverley Borough Council and the Town and Parish Councils in the
Waverley area?
Please see the attached budget for 2017/18 and provisional forecasts for 2018/19.

9.

A breakdown of where their money is spent (to include a figure for staffing,
accommodation and other overhead costs as a percentage of total spend).
The attached table (annex 4) shows the total income and costs associated with our
overarching District structure that provides support to all of our local offices on issues such
as training, IT support, marketing and governance, and the income and costs specific to the
day-to-day running of each of those offices.
Additional value of Godalming Office
In addition to our core information and advice services, we also run a number of projectfunded services for local people from our Godalming office. These include:




Healthwatch, where we last year we provided 183 pieces of evidence from local
people to influence positive change in local health and social care provision
Surrey County Council’s Local Assistance Scheme, providing emergency financial
support to 175 local people in financial crisis last year
Energy Best Deal, where last year we helped more than 60 local people to get a
better deal from their utility suppliers.

We would estimate that around 20% of those who benefited from these additional services
would be GU7 residents.
We also work alongside a number of other local organisations, including the St Marks
Foodbank. In this role we are the major distributor of food parcels within Godalming,
supplying over 170 local Godalming families with emergency food supplies in 2016/17.
Volunteering opportunities
Volunteering is widely recognised as having a positive impact on local communities, enabling
a wide range of people, including those recovering from physical or mental health issues to
participate in their community.
Through using volunteers to deliver our services at our Godalming office we also provide
more than 40 such opportunities for local people, across a range of different areas including
advice provision, administrative support and fundraising.

CITIZENS ADVICE WAVERLEY

FORWARD PLANNING BUDGET 2018/19
INCOME
Local authority grants (including Parish Councils)
4102 - Unrestricted Funds
4103 - Training Grants
PROJECT FUNDING
4201 - General Donations
4202 - Client Donations
4203 - Gift Aid
4400 - Fund Raising Events
DONATIONS AND FUNDRAISING
4601 - Rents
4602 - Other Service Income
4800 - Other income
TOTAL INCOME
EXPENSES
7000 - Governance
7101 - Salaries
7103 - Travel
7104 - Parking
SALARIES
7200 - Recruitment & Training
PEOPLE COSTS
7301 - Rent & Service Charges
7302 - Insurances
7303 - Repairs & Maintenance
7320 - Utilities
PREMISES COSTS
7400 - Communications
7500 - Membership & Info Services
7600 - Office Consumables
7900 - Other Expenses
OFFICE AND OTHER
7950 - Fundraising Expenses
TOTAL EXPENSES
NET INCOME
7750 - Depreciation
Transfer
Surplus/deficit on unrestricted funds

Budget
2017/18

Budget
2018/19

274,610
26,500
2,000
28,500
8,000
1,500
1,000
12,000
22,500
600
400
3,000
4,000
329,610

274,610
15,000
1,000
16,000
8,000
1,500
1,000
20,000
30,500
600
250
1,500
2,350
323,460

2,000
212,000
13,000
9,000
234,000
4,000

2,000
212,000
15,000
11,000
238,000
5,000

238,000
63,000
3,000
10,000
10,000
86,000
8,000
15,000
5,000
600
28,600
0
354,600
-24,990

243,000
64,000
3,000
10,000
10,000
87,000
8,000
16,000
5,000
800
29,800
0
361,800
-38,340

-3,500

-3,500

-28,490

-41,840

Notes: 1. This budget assumes that inflationary increases in salary costs will be offset by efficiency measures
2. The current maintenance contract on our telephone system, which was part of the purchase costs funded by a Big Lottery grant, expires at the end of 2018/19.
3. We anticipate that our reserves will be close to the legal minimum at the end of 2018/19
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Forward Planning Budget 2017-2018
2016-2017

2017-2018
Notes

INCOME
4001 - Waverley Borough Council
4002 - Farnham Town Council
4003 - Godalming Town Council
4004 - Haslemere Town Council
4005 - Cranleigh Parish Council
4006 - Parish Councils
GRANTS

210,000.00
15,360.00
26,000.00
10,000.00
8,750.00
2,500.00
272,610.00

210,000.00
15,360.00
28,000.00
10,000.00
8,750.00
2,500.00
274,610.00

PROJECT FUNDING

26,000.00
5,000.00
31,000.00

26,500.00
2,000.00
28,500.00

4201 - General Donations
4202 - Client Donations
4203 - Gift Aid
4400 - Fund Raising Events
DONATIONS AND FUNDRAISING
4601 - Rents
4602 - Other Service Income
4800 - Other income

10,000.00
2,000.00
2,000.00
20,000.00
34,000.00
3,000.00
500.00
2,000.00
5,500.00

8,000.00
1,500.00
1,000.00
12,000.00
22,500.00
600.00
400.00
3,000.00
4,000.00

TOTAL INCOME

343,110.00

329,610.00

SALARIES

2,000.00
193,000.00
12,000.00
9,000.00
214,000.00

2,000.00
212,000.00
13,000.00
9,000.00
234,000.00

4,000.00

4,000.00

218,000.00

238,000.00

63,000.00
3,500.00
10,000.00
8,000.00

63,000.00
3,000.00
10,000.00
10,000.00

PREMISES COSTS

84,500.00

86,000.00

7400 - Communications
7500 - Membership & Info Services
7600 - Office Consumables
7900 - Other Expenses
OFFICE AND OTHER

10,000.00
15,000.00
5,000.00
1,000.00
31,000.00

8,000.00
15,000.00
5,000.00
600.00
28,600.00

0.00

0.00

TOTAL EXPENSES

335,500.00

354,600.00

NET INCOME

7,610.00

-24,990.00

7750 - Depreciation

-10000.00

-3500.00

Surplus/deficit on unrestricted funds

-2,390.00

-28,490.00

4102 - Unrestricted Funds
4103 - Training Grants

EXPENSES
7000 - Governance
7101 - Salaries
7103 - Travel
7104 - Parking

7200 - Recruitment & Training
PEOPLE COSTS
7301 - Rent & Service Charges
7302 - Insurances
7303 - Repairs & Maintenance
7320 - Utilities

7950 - Fundraising Expenses

CITIZENS ADVICE WAVERLEY

Forward Planning Budget 2017-2018
2017-2018
INCOME
4001 - Waverley Borough Council
4002 - Farnham Town Council
4003 - Godalming Town Council
4004 - Haslemere Town Council
4005 - Cranleigh Parish Council
4006 - Parish Councils
GRANTS

210,000.00
15,360.00
28,000.00
10,000.00
8,750.00
2,500.00
274,610.00

PROJECT FUNDING

26,500.00
2,000.00
28,500.00

4102 - Unrestricted Funds
4103 - Training Grants

4201 - General Donations
4202 - Client Donations
4203 - Gift Aid
4400 - Fund Raising Events
DONATIONS AND FUNDRAISING
4601 - Rents
4602 - Other Service Income
4800 - Other income

8,000.00
1,500.00
1,000.00
12,000.00
22,500.00
600.00
400.00
3,000.00
4,000.00

TOTAL INCOME

329,610.00

SALARIES

2,000.00
212,000.00
13,000.00
9,000.00
234,000.00

EXPENSES
7000 - Governance
7101 - Salaries
7103 - Travel
7104 - Parking

7200 - Recruitment & Training

5,000.00
PEOPLE COSTS

7301 - Rent & Service Charges
7302 - Insurances
7303 - Repairs & Maintenance
7320 - Utilities

239,000.00
63,000.00
3,000.00
10,000.00
10,000.00

PREMISES COSTS

86,000.00

7400 - Communications
7500 - Membership & Info Services
7600 - Office Consumables
7900 - Other Expenses
OFFICE AND OTHER

8,000.00
15,000.00
5,000.00
1,500.00
29,500.00

7950 - Fundraising Expenses

0.00
TOTAL EXPENSES

356,500.00

NET INCOME

-26,890.00

7750 - Depreciation
Surplus/deficit on unrestricted funds

-3500.00
-30,390.00
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