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Citizens Advice Winchester District  

 
Citizens Advice has a long history of providing free, high-quality advice 

and is a trusted organisation within the local community.   

 

Citizens Advice Winchester District is a local, independent charity that 

gives advice to more than 100 people every week.  

 

We deliver services to clients from all over the district, many with multiple 

and complex advice issues.  

 
  
We also influence national and local policy makers by  collecting evidence 

of unfair processes or requirements. 

 
At least 35% of our clients are living with a disability, mental health       

condition or long-term illness.  

 



 

Citizens Advice celebrated its 80th anniversary in 2019. This Citizens Advice service circa 1939 was run from a horsebox.  



Citizens Advice Winchester District provides free advice to anyone in the community who needs our 
help - regardless of their situation, race, religion, gender or age. Clients can contact us in person, over 
the phone or via webchat and email.  
 
Our advisers are confronted with a huge variety of issues on a daily basis including human rights, family 
issues, employment and housing problems, but the highest area of demand is undoubtedly money, 
debt and benefits advice. Sometimes we can help a client in just one session while others we see     
multiple times.  

The top five issues people came to us about were 

In 2018/19 we helped 5,436 people with 12,706 issues  

Benefits and tax credits
21%

Debt 16%

Relationships and family
11%

Housing 10%

Employment 10%



How people got advice and support from us  

Face-to-Face 45% Phone 40%  Email and webchat 15% 

Our outreach services  

We know that for some people travelling to one of our services in Winchester or Bishop’s Waltham can 

be difficult, particularly for those with mobility problems, health issues or lack of resources. Therefore we 

continue to offer weekly outreach services at Alresford GP Surgery, The Wickham Centre and Denmead 

Community Centre.  

 
In addition we offer free advice to prisoners at HM Prison Winchester, assisting these clients with issues 

such as money advice and legal rights. We can also visit people in their homes if they have no means of 

reaching one of our service centres.  



 

The impact of our advice service  

Our service also... 
 

 Supported over 5,000 individual clients  

 Dealt with 12,706 separate issues  

 Benefited from approximately 15,000 hours of volunteer time  

 Introduced a new Help to Claim service for clients applying for Universal Credit 

 Recruited and trained nine new advice volunteers  

 Generated over £80,000 in additional funds to keep our core service running  

 Offered a mobile advice service for one week visiting nine locations 

 Worked in partnership with Winchester City Council, Macmillan and          

Healthwatch to deliver specialist projects 

In 2018/19 we generated £909,874 in income gain for clients and 

helped to write off £201,401 of debt  



 

  

 

“It felt like a huge weight had been lifted off my 
shoulders the very first day I went to Citizens     
Advice.” 

“You make the difference in this world. You help 
everyone, without distinction and always with a 
smile. This is the difference that distinguishes you 
from the false hopes that you encounter living   
every day. Thank you from my children and me.” 

“I would find myself spiralling out of control,  
unable to sleep, fearful of getting worse and 
where I would end up and fearful of feeling 
better in case I was accused of lying about my 
condition. Somehow, Kate managed to navigate 
me, giving so much time and patience, guiding 
and supporting me through the process.” 

 Our client feedback  

 

“My problems felt insurmountable but now thanks 
to you I have made progress.” 



Specialist projects  

Money Advice Project 

Our Money Advice Project supports Winchester City 

Council housing tenants who are in rent arrears.           

The aim of the programme is to help tenants avoid         

eviction and be better able to deal with their debts and 

financial situation.  

Macmillan Cancer Support Service  

A cancer diagnosis can have an enormous impact on the 

financial circumstances of an individual and their family. 

Our Macmillan Cancer Support Caseworker helps individuals 

secure the benefits they need to support them at this     

difficult time.  

Number of clients helped: 133 

Client income generated:  £161,626  

51% of clients            

supported by the     

Money Advice Project 

had a disability or long-

term health condition   

Debts written off:  £79,202  
Number of client contacts: 1,004 

Financial gain for clients:  £604,874 

“I encounter some        

incredibly sad situations 

in this role, but If I can 

help take just some of 

their financial stress 

away then it’s worth it” 



Debt Relief  

Individuals can end up in debt for a whole variety of     

reasons, but if you’re on a low income, have no assets 

and little opportunities available to you then freeing 

yourself of these debts can be incredibly difficult. We 

help thousands of people every year with debt issues and 

in a small number of situations we can help a client apply 

for a Debt Relief Order—which can clear them of their 

debts and make a fresh start.   

Benefits Casework 

Our benefits caseworker helps clients with complex 

benefits claims including supporting individuals through 

a benefits appeal or tribunal.  These clients often have a 

disability or long-term health condition and can be    

extremely vulnerable.   Our caseworker helps these  

clients gather the right evidence, understand the       

process and prepare as best they can for their appeal.   

Number of debt issues seen: 1,995 

Number of DRO’s completed:  12  

Total debts written off:  £201,401  

 

 

Number of clients helped: 30 

Clients assisted with a tribunal: 10 

Success rate of tribunals: 100%  

Citizens Advice       

Winchester District 

currently has three 

advisers who are  

qualified to support 

clients through a DRO   

“It can take many weeks 

to help someone prepare 

for an appeal or tribunal. 

Many of those I help,  

simply wouldn't cope 

without the support of 

Citizens Advice.”  



Healthwatch 

If a client comes to Citizens Advice Winchester 

District with a health or social care issue then the 

adviser may feel it is appropriate to direct them to 

Healthwatch.  

Healthwatch is an independent  consumer     

champion created to gather and represent the 

views of the public on NHS services and              

experiences, both good and bad.  

Help to Claim  

In November 2018 Citizens Advice Winchester District    

successfully applied to be one of the first Citizens Advice 

services to introduce a new Help to Claim service,     

helping clients apply for and successfully receive their 

first Universal Credit payment.  

Following the success of this pilot we continue to         

provide advice to clients on Universal Credit. 

Number of clients helped:   82 

Number of issues dealt with:  386 

Hate Crime Reporting Centre  

Citizens Advice Winchester District has been a 

Hate Crime Reporting Centre since 2017.  

In the 12 months to April 2019, our volunteers 

saw 53 clients who had suffered some kind of    

discrimination or hate crime.  

Domestic abuse against a woman by a male      

partner/ex partner was the most commonly      

reported issue.  

“There are still lots of 

problems relating to       

Universal Credit, but 

our knowledge means 

we can help clients  

navigate their way” 



We provide an excellent service for clients, volunteers and staff  

Our volunteers were        

nominated as the Cook shop 

local heroes and we received 

£500 in vouchers! 

We were shortlisted as 

Charity of the Year in the 

2018 Winchester Business         

Excellence Awards 

We received the highest 

possible score in an audit 

by the Advice Quality 

Standard (AQS)  

We regularly ask our 

clients for feedback 

and our average score 

is 4.9 out of 5  

 

Our volunteer court team 

was awarded the Hampshire 

High Sheriff Award 

Three of our advisers    

received a Mayor of    

Winchester Community 

Award in 2019. 



Chair’s report  

It was a challenging time for us last year.  Our major funder Winchester City     
Council conducted a review of all its charity grants and we had to make a 
strong case for continuing ours.   
 
This created a great deal of work and stress as a reduced grant or no grant 
would have threatened our existence.  It was worth it though as we had a 
very fair outcome and we are so grateful for that. However we do still have 
substantial sums to fundraise each year just to maintain the service.   
 
As always our wonderful team of volunteers and staff in both Winchester 
and Bishop’s Waltham have worked tirelessly over the year providing an  
excellent service for clients in need.  

 
We have also taken on some additional projects and opportunities throughout the year. For example, we   
successfully applied for and ran a pilot of a Help to Claim service, assisting clients applying for Universal Credit 
to get their first payment, we also offered a mobile advice service for a week, visiting nine locations across the 
District and helping over 40 clients.  
 
In addition to this, there was also the daunting task of planning for our move in Winchester from St George’s 
Street to Colebrook Street. The whole team worked so hard in the planning and design of the new space and 
sorting through years of paperwork ready for the move.  
 
The new premises which we rent from the Council are fantastic. Do come and visit us there.    



 
At our AGM our short film which featured three of our clients and our guest speaker (also a client)      
reminded everyone of the huge impact that our advice can have on an individual’s life. The film can be 
viewed at https://youtu.be/mA62NH61_ME  
 
If it moves you as much as it moved me, please give us a regular donation.  The best way to set up a   
donation is to complete the Standing Order at the back of this report or donate via Local Giving 
(localgiving.org)   
 
Despite our challenges this year, our clients have remained at the heart of what we do with our friendly 
and dedicated  volunteer team supporting clients with increasingly complex needs in desperate            
situations.   
 
I am extremely proud of our service and the professionalism with which we conduct ourselves. Our     
service really does provide a lifeline for some of the most vulnerable people from our local community.  
Our next challenge is to continue to convince a growing list of local funders of the importance of what 
we do and support us financially.  
 
Thank you so much for taking the time to read this report. 
 
Best wishes 

 

Rachel Aron 

Chair of Trustees 

https://youtu.be/mA62NH61_ME


Our finances in 2018/19 

 Unrestricted 2019 Restricted 2019 Total funds 2019 Total funds 2018 

INCOME      

Core grant—Winchester City Council  168,000  168,000 168,000 

Other income including grants, donations  92,295 50,431 142,726 159,338 

and fundraising      

Investment income  1,174  1,174 417 

TOTAL INCOME 261,469 50,431 311,900 327,755 
     

EXPENDITURE     

Costs of income generation  22,500  22,500 19,700 

Charitable activities  271,107 50,431 321,538 291,380 

Governance  1,297  1,297 1,635 

TOTAL EXPENDITURE 294,904 50,431 345,335 312,715 

     

NET INCOME/(EXPENDITURE)  (33,435)  (33,435) 15,040 

Net movement in funds (33,435)  (33,435) 15,040 

RECONCILIATION OF FUNDS     

Total funds brought forward 227,451 8,138 235,589 220,549 

     

TOTAL FUNDS CARRIED FORWARD  194,016 8,138 202,154 235,589 

     

Winchester District Citizens Advice Bureau (a company limited by guarantee) Statement of Financial Activities 
(incorporating Income and Expenditure Account) for the year ended March 2019 

All activities relate to the continuing operations. The statement of financial activities complies with the requirements for income and expenditure account as outlined 
in the Companies Act 2006. This statement includes all gains and losses in the year and all incoming resources and resources expended that derive from continuing 
activities. For a full copy of our financial accounts please contact us.  



Our thanks to all our funders and supporters, including:  

Winchester City Council  

Macmillan Cancer Support 

Citizens Advice Hampshire 

Alresford GP Surgery 

Denmead Community Centre 

The Wickham Centre 

Citizens Advice 

Tim Gibbons 

Simplyhealth  

Mayor of Winchester  

Waitrose Community Fund  

Zurich Community Fund 

Winchester & District Round    
Table 

Police and Crime Commissioner  

St Lawrence with St Swithun PCC  

Winchester Musicals and Opera 
Society  

Bishop’s Waltham Educational 
Institute  

Bishop’s Waltham Society  

HCC Rural Communities Fund 

Hampshire and Isle of Wight  
Community Fund 

 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

The following Parish Councils: 
 
Badger Farm, Bighton 

Bishop’s Sutton, Bishop’s Waltham  

Boarhunt,  

Bramdean and Hinton Ampner  

Corhampton and Meonstoke 

Curdridge, Denmead, Durley 

Hambledon, Headbourne Worthy 

Itchen Stoke and Ovington 

Kilmeston, Kings Worthy  

Micheldever, Oliver’s Battery  

Owslebury, Shedfield, Swanmore 

Tichborne, Twyford, Upham 

West Meon, Wickham, Wonston  

 

 



Support us  

Train as a volunteer adviser  
Our volunteer advisers provide the backbone of our advice service. No experience is necessary but you will need a 

willingness to learn, be computer literate and be able to offer at least one full day or two half day sessions to      

volunteer (either in Winchester or Bishop’s Waltham).  

 

Become a trustee  
If you’re interested in social justice and want to help change things for the better in your local community then 

becoming a trustee of Citizens Advice Winchester District could be for you. It isn’t necessary for trustees to have 

direct experience of Citizens Advice, just a commitment to the charities aims and objectives and the ability to offer 

approximately half a day a week of your time, unpaid.  

 

Support us financially  

As a local, independent charity we are totally reliant on local grants and fundraising to keep our service running. 

There are lots of ways you can support us financially from giving us a regular gift (via Standing Order or Local      

Giving), leaving us a legacy in your Will or simply signing up to Easy Fundraising and supporting us every time you 

shop online.    

www.easyfundraising.org.uk/causes/cabwinchester 

Our service is reliant on the good-will of all our amazing volunteers and local funders who provide us with        

essential financial support. Without these people our service simply wouldn’t exist.  



Standing Order Form  

Title            First Name  

Surname  

Address 

Postcode 

Email 

Tel: 

The information you give will be stored by      

Citizens Advice Winchester District to process 

your  donation. We may like to contact you from 

time to time about other news and events      

relating to  Citizens Advice. If you would prefer 

not to receive this information please tick here. 

 

Citizens Advice Winchester District. Charity number 

1144965. Company registration number 7799341  

If you are a UK taxpayer, you can boost your donation by 25p for every £1 you donate  

I understand that if I pay less Income Tax and/or Capital Gains 

Tax than the amount of Gift Aid claimed on all my donations in 

that tax year it is my responsibility to pay any difference. Please 

notify us if you want to cancel this declaration, change your 

name or address or no longer pay sufficient tax. If you pay     

Income Tax at the higher rate, you can claim further tax relief in 

your Self Assessment tax return.  Date of declaration  

I am a UK Taxpayer and would like Citizens Advice  
Winchester District to treat all donations that I have 
made in the past 4 years and all donation I make from 
now on to be treated as Gift Aid donations.  

Your details 

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 



To: The Manager  

Sort Code  

Account number 

Address:  

Post code: 

 Name(s) of account holder(s) 

I wish to make a regular gift via Standing Order to Citizens Advice Winchester District of:   

        

£5  £10  £20  Other_________ monthly     

Please debit the above amount from my account on or around the  

1st  15th   28th  of the month starting _____________ (month)     

Instruction to your bank or building society  

      

Signature(s)  Date  

And thereafter the same sum instalments to Winchester District Citizens Advice Bureau,  

Sort Code 40-52-40 Account No. 00096706 

PLEASE DO NOT SEND THIS FORM TO YOUR BANK. Complete and return to the address below:  

Citizens Advice Winchester District, City Offices, Colebrook Street, Winchester SO23 9LJ. 



And thereafter the same sum instalments to Winchester District Citizens Advice Bureau,  

Sort Code 40-52-40 Account No. 00096706 

Citizens Advice Winchester District  

Winchester City Office 
City Offices, Colebrook Street,                                    
Winchester SO23 9LJ  
Monday 10:00 - 16:00 
Tuesday 10:00 - 13:00 
Wednesday 10:00 - 16:00 
Thursday 10:00 - 16:00  
Friday 10:00 - 13:00 

 
Bishop’s Waltham Office 
Well House, 2 Brook Street, SO32 1AX  
Monday 10:00 - 14:00 
Wednesday 10:00 - 14:00 
Friday 10.00 - 14.00 

 
Outreach services  
Alresford GP Surgery, Monday 13:00-15:00 
Denmead Community Centre, Tuesday 09.30-11:30 
The Wickham Centre, Tuesday 12:30-14:30 
HMP Winchester, (prisoners only) Monday 14:00-16:00  
 

  03444 111306 

  advice@winchesterdistrictcab.org.uk  

 citizensadvice.org.uk  

 

Citizens Advice Winchester District is an operating name of Winchester District Citizens Advice Bureau. Registered office: Citizens Advice Winchester District, 

City Offices, Colebrook Street, Winchester SO23 9LJ. Company registration: 7799341. Charity registration 1144965.  




