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Chair’s Introduction
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This year has seen Citizens Advice East Hampshire transform our organisation to enable us to

continue to deliver a high-quality advice service to East Hampshire residents while also

operating within the confines of the funding we have available. As well as changes to our

infrastructure in finance and IT, we were forced to reduce our staff team from 17 to 10 part

time staff, while maintaining the same level of advice service across all the main towns of East

Hampshire. No organisation can survive such a reduction in workforce without some impact

on both morale and its ability to deliver its charitable objectives to support the public with the

problems they face. Helen Drake, our Chief Executive, and her team, have guided us through

those turbulent times to what we hope will be calmer waters going forward. I would like to

thank both staff and volunteers who have left us for their hard work and commitment given

over the years to helping our community.

Both operational and legislative changes, such as a move to Casebook, the system with which

we record all our client interactions, as well as the implementation of GDPR in May 2018, have

added to the challenges, but also brought benefits. Casebook has provided us with the ability

to drill down into the detail and demonstrate to core funders the work we do with residents

and the value that work produces. East Hampshire District Council plays a crucial role in

providing 71% of our core funds via a contract for advice services across the District. That

contract is the subject of a competitive bidding process, which at the time of writing has been

successfully completed. Similarly we are grateful for the generosity of the contributions from

town and parish councils across East Hampshire who together produce 17% of our core

funds. We would like to thank all these funders as well as the range of other donors and

funders, some listed at the end of this report, for the strong support they have demonstrated

for the work we do.

I would like to thank our volunteers, without whom we could not run the service. We are

fortunate to have so many highly skilled and dedicated volunteers who have worked with

Citizens Advice over the years. This year, as in others, saw the retirement of some of our long-

term volunteers - they will be missed. In particular, our team of four volunteer supervisors in

Petersfield retired after helping run the office there for many years. Their commitment saw

them shortlisted for the East Hampshire Volunteer Team of the Year - an accolade that would

be well deserved by this team, but could also apply to any of the volunteer teams in each of

our offices and outreaches. We are fortunate to have the support, time, commitment and

caring of such people.

Finally, I would like to thank my fellow trustees for their support and commitment. As I will be

stepping down as Chairman of CAEH at the AGM in 2019, I am confident that I leave Citizens

Advice East Hampshire in safe hands with our Trustee Board. I wish my successor well as the

organisation moves into an exciting new phase of its 80-year existence.

Sir Charles Cockburn Bt
Chair
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Our Year at a Glance

The people we helped

5,366
people helped through our face to face,

telephone and email service, plus thousands

through national online advice

What people came to us about (top 4 categories)

29%
Benefits

12%
Employment

11%
Debt

9%
Housing

Our resources

70
volunteers providing 
more than 25,000 
hours of advice

3 advice offices

and 3 outreaches

11,796
issues 

handled

total public value of 

Citizens Advice East 

Hampshire services

Our Value to Society

9,191,391

How people contacted us

25%
Adviceline /

Telephone

21%
Email / Letter / 

Webchat

54%
Face to Face
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10
Trustees
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Overview from our Chief Executive
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This year, Citizens Advice East Hampshire has spent time reflecting on what really matters to us in

our work supporting over 5,000 local residents with the problems they face. We have worked hard on

developing our service model to ensure that our high quality advice is sustainable into the future,

while maintaining the local touch for both clients and volunteers that is so important to our work. In a

time of change and uncertainty, it is crucial that Citizens Advice East Hampshire remains a stable

and trusted source of help and reassurance to anyone that needs our support locally. Somewhere

that people feel that they can contact, in whatever way suits them, to receive the help they need.

Evidence points towards us as having made great strides in this during 2018. Consistently supportive

comments from clients are showcased throughout this report. Clients tell us that we are helpful,

professional but friendly and that our work has really changed their lives. People came to us for

help with all types of issues in 2018, ranging from dealing with redundancy and dismissal to working

pay and conditions, to helping meet basic needs including accessing food banks and managing

ongoing debts that affect their ability to keep their homes warm and maintain a roof over their heads.

Our help has been vital in sorting these out with people, in particular for working families who are

seeking help from us in ever higher numbers each year.

We have much else to be proud over the last year. 96% of our clients rated their experience with us as

positive or very positive and 90% found our service easy to access. Our quality of advice has been

consistently good throughout the year. We have maintained a volunteer team of over 70 people at all

times, attracting skilled volunteers from all over East Hampshire who have been generous in giving

their time to support us not just in advising the public but as trustees, administration and reception

volunteers as well as researchers and campaigners. We want to expand this further to support us with

the never-ending task of raising funds to maintain the current level of service in both rural and urban

areas of the district as well as to help raise our profile to ensure everyone in East Hampshire knows

how to get our help.

We have developed our partnerships with East Hampshire District Council, who have provided a core

contract for our generalist advice service, as well as with the town and parish councils of East

Hampshire. Through the latter’s support we have delivered three outreach services in Liss, Liphook

and Headley Down as well as continued to provide help to residents in every ward across the District.

During the autumn of 2018, when Universal Credit was rolled out locally, we began supporting people

with new claims and queries about this benefit across the district. We will carry this forward into

2019/20, funded by Citizens Advice under the national Help to Claim service.

Our staff and volunteer team have been exceptional in managing changes and new challenges with a

shared focus on providing the very best outcomes for clients who still so desperately need our help. I

am extremely grateful to them for this commitment and for making my job much easier than it could

be.

2019 will bring celebrations as well as challenges, with our national 80th anniversary of Citizens Advice.

We are very much look forward to the future, while learning from the past – with a determination to

give people the knowledge and confidence to find a way forward.

Helen Drake

Chief Executive
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we benefit our clients by £20

About Us

Citizens Advice East Hampshire is a local charity 
that helps people with the problems they face. 
Advice is delivered by trained volunteers, 
supported by a small team of paid staff.

In 2018/19 we delivered from three main advice 
offices, in Alton, Bordon and Petersfield, and three 
outreaches in Liphook, Liss, and Headley Down.

We are passionate about using the experiences of 
our clients as evidence to campaign for change.

What we do
● help people overcome their problems through advice, education and 

support

● campaign on the big issues when people’s voices need to be heard

Our principles
● We provide free, confidential and independent advice 
● We value diversity, challenge discrimination and champion equality

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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Our impact
● For every £1 invested in our service, we financially benefit clients by over £20 

● For every £1 invested in us, we save public funds of at least £25

● We reduce public expenditure on homelessness, legal action, unemployment 
and better mental and physical health

● Our wider social value can also be seen by the way our volunteering brings 
the community together, improves the lives of volunteers, their communities 
and the clients they help



Advice and Support

19%

30%

15

10%

8%

8%

5%

11,796 issues dealt with
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Top 5 benefit issues
Personal Independence Payment
Employment Support Allowance
Housing Benefit
Working & Child Tax Credits
Other benefit issues inc. foodbanks

Top 5 employment issues 
Pay & entitlements
Terms & conditions of employment
Dismissal
Dispute resolution
Redundancy

Top 5 debt issues
Credit, store & charge card debts
Council tax arrears
Unsecured personal loan debts
Debt Relief Order
Other debt issues

Top 5 housing issues
Private sector rented property
Housing association property
Environmental & neighbour issues
Threatened homelessness
Other housing issues

Top 5 relationships & family issues
Divorce, separation, dissolution
Children
Death & Bereavement
Child maintenance
Marriage, cohabitation, & civil 
partnership

29%
Benefits & 
Tax 
Credits

12%
Employment

11% Debt

9%
Housing

9%  
Relationships 
& Family

5% Legal

4% Consumer

21% Other 
inc. food 
vouchers

7



Our Clients

Tackling the big issues

Because we help thousands of people a year, we have our finger on the pulse of what’s 
happening in society.  We use the evidence we collect to campaign for social 
improvements.  This year locally, we identified and reported on:

benefit issues

housing issues

27

14

89 social policy issues

9 employment issues

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19

issues including:
health and community care
financial services 
immigration & asylum 
travel & transport
utilities & communication
relationship & family 

20

5

6

8

legal issues

debt issues

consumer issues
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Preventing homelessness
Our client was a single mother with two children,
suffering from depression and anxiety, who approached
us having received a notice seeking possession from her
social landlord due to rent arrears. Our adviser
explored her situation with her and discovered that help
with rent via Housing Benefit had stopped as she had
not provided enough evidence about her adult son’s
wages. Our adviser helped our client collect the
evidence needed, contacted the Housing Benefit team at
the district council and let the client’s landlord know
about the imminent restart of benefits so that a hold
was placed on the possession order pending these
payments. The client reported that she felt a huge
weight had been lifted by our help as she was no longer
faced with homelessness.

“The gentleman I spoke to was knowledgeable, 
sensitive, knew how to listen and ask good questions. 
I was impressed and grateful for his help”. 
Client quote

9

Help if you lose your job
Client had sought our employment advice in previous years

about unfair treatment at work and how to raise a

grievance. The situation had become unbearable at work so

our client had resigned and sought advice from us about

claiming constructive dismissal. Our specialist employment

adviser helped her to submit the ET1 form to the tribunal,

but warned about the low likelihood of success due to

difficulty in proving constructive dismissal. We talked

through the process of a claim and helped her to produce a

statement of loss to present at tribunal. During the ACAS

early conciliation process (which is required before a case

proceeds to tribunal) our client received a settlement offer

from her employer. Our adviser negotiated a higher

settlement which the client agreed and which would help

her financially until she found a new job.

“Reassuring advice and very clear”.
Client quote

We helped in a crisis



Key Achievements in 2018/19
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Every year Citizens Advice East Hampshire helps thousands of local residents deal
with the problems they face.

Advice by phone
In 2018/19, we provided advice, information and support by phone to over 2,000 clients as
part of the Hampshire wide Adviceline group, supported by our national Citizens Advice
telephony platform. Working together ensures that East Hampshire residents got easy
access to advice by telephone, 9am to 5pm, Monday to Friday, and that their calls were
answered quickly, resolved immediately or referred seamlessly into local Citizens Advice
services.

Face-to-face advice
We operated face to face advice services from offices in the towns of Alton, Petersfield and
Bordon as well as in outreach venues in Liphook, Headley Down and Liss. While many of
our clients can access our advice by phone or digitally, for more vulnerable clients as well as
more complex cases, our offices provide a welcome local space to meet an adviser face to
face to get the help needed.

Email and Webchat
We continued our delivery of email and webchat advice throughout 2018, despite funding
for the national pilot coming to an end.

Pro bono legal advice
With free or low cost legal advice hard or impossible to access, local solicitors across East
Hampshire provided pro bono advice to our clients in all legal matters, with specialist clinics
in family, employment and immigration law. We greatly value these partnerships which
provide much needed back up to our generalist and specialist advisers across the District.

Additional targeted help for our clients:

Roll out of Universal Credit: we have supported claimants of this new benefit across East

Hampshire from its roll out in autumn 2018. In recognition of this work, we will be funded

from April 2019 via the national Citizens Advice to deliver a national Help to Claim service

locally to help claimants both claim and evidence their claim going forward.

Energy advice: funded by national Government, throughout last winter, our Energy
Champion provided specialist energy advice, including support to the public to switch
energy supplier as well as energy training to frontline workers across the District
.

Hampshire Hate Crime: we continue to operate as a Third Party Hate Crime Reporting
Centre with the support of Hampshire Police and Crime Commissioners.

Healthwatch Hampshire: we provided advice and information on health and wellbeing
and participated in quarterly research projects on health experiences including leaving
hospital and care at home.
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“Everyone went the extra mile to help 

me. I couldn’t have done it by myself”.
Client quote

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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A client suffering with mental health issues and chronic

fatigue came to us for help because they had been invited

to claim Personal Independence Payment, rather than their

previous benefit, Disability Living Allowance. She did not

have a computer, and lacked confidence with forms.

Over the course of 3 appointments, we helped the client

to provide the detail required to complete the PIP form.

Following the medical assessment, the client was given too

low points to receive the benefit, and was refused again

after mandatory reconsideration. We helped the client

appeal this decision and recently received news that the

appeal was heard and the client was given the points

needed to reinstate her benefit. The whole process took

over 15 months.

We are currently researching the length of time of PIP

appeals in conjunction with other Citizens Advice offices

locally and nationally.

We supported the most vulnerable...

“Very helpful, empathetic 
and professional”.
Client quote

Our client contacted us as he became homeless after a

relationship breakdown and was sleeping in his car,

despite having physical disabilities and living with severe

pain. He had been in touch with the local housing

department but was not deemed a priority need for

rehousing. On discussion with the client as to the

meaning of priority need, it was clear he had not fully

disclosed his medical issues to the authority so we

contacted the district council, explained the situation and

a new emergency appointment for him was made.

While the client was there, we helped him claim Universal

Credit to support his finances, enabling him to access

library computers to do so.



Advice for 80 years and beyond

2019 will bring not only Citizens Advice’s 80th Anniversary of providing advice to the
whole community, but a range of new priorities created by both external and internal
drivers for change.

Meeting the Advice Needs of the Different Communities of East Hampshire:

● Supporting Universal Credit claimants

Universal Credit was rolled out across East Hampshire from the autumn of 2018 and we

were immediately approached by clients needing our help both with claiming and dealing

with ongoing issues with this benefit. From April 2019, we will be funded for a year by

Citizens Advice as part of a national programme, to help people make and evidence initial

claims for this benefit whether claiming by phone, online or face to face across the district.

● Demand for Telephone Advice

The demand for telephone advice in East Hampshire continues to rise and historically we

have struggled to resource meeting this demand while maintaining a face to face service. In

2019, we will participate in a national pilot of a single queue for East Hampshire residents

enabling clients to access our phone service via a local number as well as ensure more local

calls will be answered.

● Ensuring Advice to the Most Vulnerable

Building on the launch of new rural outreaches over this year, we will secure funding to

develop and deliver a home visiting advice service for our most vulnerable clients to receive

advice in their own homes. This advice will be holistic and provide advice for those who

cannot access our main services to get the help they need.

Delivering a service that is efficient and sustainable

Autumn 2019 will bring to an end our current contract with East Hampshire District Council

for generalist advice services across the district. We will work closely with the local authority

to ensure we are best placed to demonstrate our worth in providing support for the most

vulnerable residents as well as succeed in future tendering processes. We will also take up

all opportunities to secure funding that adds value to our core work and increases support

to clients as well as delivers advice in new ways that targets help to the most vulnerable

locally. Our relationship with town and parish councils will remain strong and we will ensure

we are meeting the advice needs of their residents.

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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Advice for 80 years and beyond

Developing Meaningful Partnerships and Increasing Funding Opportunities

We have strong partnerships across East Hampshire and we will work to to identify joint
work, including with statutory partners such as Hampshire County Council and East
Hampshire District Council as well as local community partners, that will benefit our
clients going forward.

Raising the Profile of CAEH in the Local Community

Our aim is that every resident of East Hampshire knows how to access our services to get
the help they need. We will continue to increase our use of social media presence as well
as local and regional media work. We will develop a strong communications strategy that
embraces an easy to navigate new website, increases social media, inputs into partner
communications and maximises local communities own networks.

Investing in Research and Campaigns
In 2019, we will finalise a new local Research and Campaigns Plan, embracing fully in
national Research and Campaigns, while working to highlight the local issues that impact
on our clients lives. We will build up our volunteer Research and Campaigns team who
will work together to emphasise the importance of this part of our work to volunteer
advisers as well as local policy makers.

Equalities and Diversity

We will continue to be a strong champion for equality by challenging discrimination

through advice, championing equality through our research and campaign work, both

locally and nationally, and by valuing diversity as an employer and volunteer delivery

organisation. In 2019, we will roll out the ASK routine enquiry across our organisation to

ensure those who have suffered domestic abuse are properly supported as well as

maintain our role as a Third Party Hate Crime Reporting Centre.

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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Our Organisation

Citizens Advice East Hampshire advice services are delivered by over 70
trained and highly-skilled volunteers. They freely donate more than
23,500 hours of their time each year. This is estimated to be worth the
equivalent of more than £300,000 in paid staff time. Their work is
supported, monitored and quality assured by a small team of paid staff.

Who we work with
We work with a range of other statutory and voluntary organisations, both locally and
nationally, to provide people with the help they need.

We are a member of Citizens Advice (the operating name of the National Association of
Citizens Advice Bureaux) as well as the local consortium, Citizens Advice Hampshire.
Citizens Advice provides us with a range of support, including fundraising, specialist
information services, and research to use in our campaigning work. It also supports us in
the smooth running of our business, behind the scenes, including hosting our national
customer relationship management system, Casebook, and telephone advice platform.

We work with East Hampshire District Council as well as Hampshire County Council, and
local parish and town councils to ensure that advice needs of local residents are met.

East Hampshire District Council provide us with our core funding via a contract for delivery
of advice services. A range of other funders support the core service as well as additional
projects targeting the most vulnerable.

Our Governance and Management
Our Trustee Board sets our vision and strategic direction. It is currently made up of nine
individuals who are trustees under charity law and directors of the charitable company.
The Trustee Board meets four times per year with other meetings and events to shape the
organisation’s strategic direction and raise our profile. We recruit trustees through an open
process using local media and our own network to find individuals who have the skills and
perspectives we need to provide good leadership and make sound decisions. Trustees
serve for an initial 3 years then must step down and be re-elected in line with our governing

document.

Our Chief Executive, working with our management team, is responsible for delivering the
Trustee Board’s vision as well as the day to day operation of the organisation.

Legal and administrative details

Citizens Advice East Hampshire Limited is a company limited by guarantee. Registered

number 06694768. We are also a charity registered with the Charity Commission, number

1129850 and authorised by the Financial Conduct Authority. Our registered office address

is Forest Community Centre, Pinehill Road, Bordon GU35 0BS.

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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Our Organisation

Trustee Board
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If you know anyone who would like to discuss playing the important role of a Trustee, 
then please do contact us

Each individual member of the trustee board brings skills and qualities to the board,
adding to the collective knowledge and experience. The following people were trustees
at the date of this report.
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Trustees Role Date 

Appointed

Date 

Reappointed

Stand 

down 

date

Sir Charles 
Cockburn

Chair 16.06.15 04.12.18

Paul Susans Vice Chair 14.01.09 14.10.16

Les Bowden 14.01.09 14.10.16

Michael Croucher 16.12.09 14.10.16

Tim Pinchen 18.06.12 04.12.18

Andrew Black 19.10.12 09.10.15 04.12.18

Louise Pixton Treasurer 09.10.15 04.12.18

Helen Davis 13.01.15 04.12.18

Raj Patel 05.09.18

Robina Whitehorn 27.02.19

Rob Hunt 03.07.19



Our Organisation in 2018/19
Staff and volunteers
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Our volunteers cover a variety of 
important roles including Advisers, 
Caseworkers, Assessors, Digital 
Advisers, Research and Campaign 
Coordinators, Administrators, and 
Receptionists.

70 volunteers supported by 
10 paid staff (5 FTE) and 

10 Trustees

Our Value to Society
In 2018/19 for every £1 invested in Citizens Advice 
East Hampshire we generated at least:

£6.09 in fiscal benefits - by helping stop problems 
occuring or escalating, we reduce pressure on public 
services like health, housing, or out of work benefits.

£35.91 in public value - solving problems improve lives 
and this means better wellbeing, participation and 
productivity for the people we help.

£27.43 in value to the people we help - as part of 
advice, we can increase people’s income, through debts 
written-off, taking up benefits and solving consumer 
problems.



Financial Review
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General

The accounts below show the financial results for the year. The surplus for unrestricted (core

activity) was £16,271, based on income of £261,313 and expenditure of £245,042. The surplus

follows several years of deficit and reflects the restructuring actions that have been taken.

The grant funding from East Hants District Council in the year was £186,000 (£186,000 2017/18)

as per our 2-year service contract. Core funding from town and parishes appear to have

increased this year from the previous year due to Alton Town Council funding having been re-

established at its historical level of £10,000 and linked directly to occupation of premises owned

by the council. Other town and parish council funding actually reduced due to a slightly lower

funding from town councils to previous years as well as one or two parish councils no longer

funding us for that year. Other grants reduced by £14,419, as 2017/18 included a number of one

off grants, such as hate crime reporting and measuring health outcomes. Donations, also,

reduced to £13,836 from £24,287 in 2017/18, this was due to a very generous one off donation

of £10,000 in 2017/18 to help maintain the Alton service. Our other income mainly relates to our

insurance claim for the accident in our Bordon office. We stopped providing Quality of Advice

Audit services at the end of June 2018 and the associated staff member’s employment ceased via

redundancy. Therefore, although our QAA income significantly reduced, this has been

substantially offset by a reduction in staff costs. The overall result of the changes in our core

funding during the year was a decrease of £29,321.

We moved from a deficit position in 2017/18 to a surplus position in 2018/19 due to conservative

budgeting plus very tight financial control, including completing the staff restructuring program

and new ICT contracts, which resulted in significant savings. This surplus will be utilised in

2019/20 to support the upgrade of IT hardware which is long overdue and necessary for

Windows 10 software implementation.

The restricted income and expenditure relate to a grant for the set-up costs for the Universal

Credit Help to Claim project which commenced on 1 April 2019 and a one off project for Access

to Justice for the year to 31 December 2018.



Financial Review

Sources of Income

East Hants District Council was our major funder during the year, providing 71% of
our core income and a total of 68% of our total income. The breakdown of our
sources of Core and Total income is shown in the following charts:
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71%

17%

5%
7%

Core Income

EHDC grant/contract
£186,000

Other local authorities grants
£43,650

Other grants £13,143

Other income £18,520

68%

16%

9%
7%

Total Income

EHDC grant/contract
£186,000

Other local authorities grants
£43,650

Other grants £26,320

Other income £18,520



Financial Review

Sources of Income
To put our core funding in true perspective, we have assessed the economic value of our
volunteers and estimate their value to be worth more than £300,000 per annum. Hence
the total income figure, including this assessment of the contribution from volunteers is
£574,490. A breakdown of this is shown in the following chart, and emphasises their
importance in delivering client services:
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32%

8%

5%

3%

52%

Total Income with Economic Value of 
Volunteers 

EHDC grant/contract £186,000

Other local authorities grants
£43,650

Other grants £26,320

Other income £18,520

Economic value of volunteers
£300,000



Financial Review

Reserves Policy

1  Unrestricted and Trustee Designated 

Reserves

The Trustee Board believe that CAEH

should hold financial reserves in order to

ensure that the charity can continue to

operate and meet the needs of clients in

the event of unforeseen and potentially

damaging circumstances arising,

particularly uncertainties in the amount

and timing of income. The Board

consider it would be prudent to set aside

an amount equivalent to three months of

unrestricted operating expense, as

recommended by the Charities

Commission. Three months of

unrestricted operating expense in

2019/20 amounts to £71,500.

In addition, unrestricted funds have been 

designated for the following purposes:

1.1 Contractual Commitments Reserve

A reserve to ensure that CAEH is able to

cover contracted and statutory payments

to staff such as notice and redundancy

and the costs of any disciplinary and/or

grievance procedure which may arise.

After reviewing the commitments

required, this reserve has been kept

unchanged at £20,000 for the year.

1.2 Premise Reserves

∙ Petersfield

The Trustees have decided to hold a

premises reserve of £20,000 to provide

for the cost of depreciating the leasehold

improvements capitalised this year, any

improvements required to the offices

and for dilapidation costs associated

with the new office lease.

.

∙ Alton

The Trustees have decided to hold a

premises reserve of £11,000 to provide

for any improvements required to the

offices, and for dilapidation costs

associated with the new office lease.

∙ Bordon

The Trustees have decided to hold a

premises reserve of £11,000 to provide

for any improvements required to the

office and for any dilapidation costs, as

determined by our lease.

1.3 Equipment and IT Reserve

This reserve of £25,000 is to ensure that

we are able to cover the costs of

replacing and upgrading our IT office

equipment (desktops, laptops etc)

required for the necessary Windows 10

software implementation.

1.4 Development Reserve

A reserve of £5,000 has been allocated to

allow us to continue to develop any

service redesign, new channel

development and service delivery

developments.

At this stage, all the above reserves are

considered sufficient and necessary.

CITIZENS ADVICE EAST HAMPSHIRE ANNUAL REPORT 2018/19
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Financial Review
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Reserve Policy 31/3/2019 (unrestricted, designated 
reserves)

Service Maintenance Reserve (equiv. to 3 
months of 2019/2020 expense) £71,500

Contractual Commitments Reserve £20,000

Premises Reserves

Petersfield £20,000

Alton £11,000

Bordon £11,000

Equipment and IT Reserve £25,000

Service Development Reserve £5,000

Total £163,500

Reserve Status 31/3/2019

Unrestricted, designated reserves

Service Maintenance Reserve (equiv. to 3 
months of 2019/2020 expense) £71,258

Contractual Commitments Reserve £20,000

Premises Reserves

Petersfield £20,000

Alton £11,000

Bordon £11,000

Equipment and IT Reserve £25,000

Service Development Reserve £5,000

Total unrestricted reserves £163,258

Total reserves £163,258



Financial Review

Small Company Provisions

This report has been prepared in accordance with the special provisions for small

companies under part 15 of the Companies act 2006.

The financial statements were approved by the board on 20 November 2019 and signed on

its behalf by:

Sir Charles Cockburn

Chairman

Date: 20 November 2019
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Statement of Financial Activities

Statement of Financial Activities (including income and expenditure) 
for the 12 month period to 31st March 2019.
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The results for the year derive from continuing activities, and there are no other gains or 

losses other than those shown above.

The accounting treatment for funds provided by local charities for charitable client support

has been changed this year. As these funds are held on behalf of these charities, they are

now being held in separate charitable client accounts on the balance sheet, rather than in

restricted funds. The result of this change is that there are no restricted funds to be

carried forward.
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Unrestricted Restricted Total Funds Unrestricted Restricted Total Funds
Funds Funds 31-Mar-19 Funds Funds 31-Mar-18

£ £ £ £ £ £

Income:
Donations (including grants and contracts) 256,629 13,177 269,806 277,904 4,105 282,009

Investments 0 0 379 379

Other income 4,684 4,684 12,351 12,351

Total 261,313 13,177 274,490 290,634 4,105 294,739

Expenditure:
Raising Funds 0 0

Charitable activities 245,042 13,177 258,219 316,624 5,705 322,329

Other 0 0

Total 245,042 13,177 258,219 316,624 5,705 322,329

Net gains/(losses) on investments 0 0 0 -10 0 -10

Net income/(expenditure) 16,271 0 16,271 -26,000 -1,600 -27,600

Transfers between funds 0 0 0 0 0 0

Other recognised gains/(losses) 0 0 0 0 0 0

Net movement in funds 16,271 0 16,271 -26,000 -1,600 -27,600

Reconciliation of funds:
Total funds brought forward 146,987 0 146,987 172,987 2,777 175,764

Total funds carried forward 163,258 0 163,258 146,987 1,177 148,164



Balance Sheet

Balance Sheet as at 31 March 2019

Trustee statements required by the 

Companies Act 2006 for the year ended 31 

March 2019

In approving these financial statements as

trustees of the company we hereby confirm:

(a) That for the year stated above the

company was entitled to the exemption

conferred by section 477 of the

Companies Act 2006;

(b) That no notice has been deposited at the

registered office of the company pursuant

to section 476 of the Companies Act 2006

requesting that an audit be conducted for

the year ended 31 March 2018.

(c) That we acknowledge our responsibilities for:

(i) ensuring that the company keeps

proper accounting records which

comply with section 386 of the

Companies Act 2006, and

(ii) preparing financial statements which

give a true and fair view of the state of

affairs of the company as at the end of

the financial year and of its profit or

loss
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for the year then ended in accordance with

the requirements of sections 394 and 395,

and which otherwise comply with the

provisions of the Companies Act relating to

financial statements, so far as applicable

the company.

These financial statements are prepared

in accordance with the special

provisions of Part 15 of the Companies

Act 2006 relating to small companies

and in accordance with the Financial

Reporting Standard 102.

The financial statements were approved

by the board on 20 November 2019 and

signed on its behalf by:

Sir Charles Cockburn 

Chairman

Date: 20 November 2019

24

Total Funds Total Funds Notes
31-Mar-19 31-Mar-18

£ £

Fixed assets:
Tangible assets 6,666 18,328

6,666 18,328 9

Current assets:
Debtors and prepayments 3,253 5,142 5

Cash at bank and in hand 188,018 160,561 6

191,271 165,703

Current liabilities:
Sundry creditors and accruals 32,589 35,867 7

Charitable Client Support (3rd party) 2,090 0

34,679 35,867

Net assets (Total assets less liabilities) 163,258 148,164

The funds of the charity:
Unrestricted funds 163,258 146,987

Restricted funds 0 1,177

163,258 148,164



Statement of Cash Flows

Statement of Cash Flows for the 12 month period to 31st March 2019
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Total Funds Total Funds
31-Mar-19 31-Mar-18 Notes

£ £

Cash flows from operating activities
Net movement in funds for the year 16,271 -27,600

Adjustment to cash flows from non-cash items:

Depreciation and amortisation 11,662 11,723

(Gains)/losses on investments 0 10

(Increase)/decrease in debtors 1,889 30,292

Increase/(decrease) in creditors -2,365 9,004

Net cash flows provided by (used in) operating activities 27,457 23,429

Cash flows from investing activities
Interest income 0 0

Purchase of furniture, fittings and equipment 0 -19,999

Proceeeds of sale of investments 0 135,810
Purchase of investments 0 0

Net cash flows provided by (used in) investing activities 0 115,811

Net change in cash and cash equivalents 27,457 139,240

Cash and cash equivalents at the beginning of the reporting 
period 160,561 21,321

Cash and cash equivalents at the end of the reporting period 188,018 160,561 6



Income

Income for the Year Ended 31 March 2019 
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Where grants are received in advance, for a specified period, the funds are deferred and recognised
in the period to which they relate. Where funds are due but have not yet been received, they are
accrued in debtors and recognised in the period to which they relate.

Our 2 year advice service contract with East Hants District Council started in October 2017. We
sought advice from HMRC regarding the VAT treatment for this contract and were advised that it
will still be deemed to be treated as outside the scope of VAT treatment as a freely given grant.

Other income includes an amount of £3,424 received as part of our insurance claim for the accident
at our Bordon office in March 2018.
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Unrestricted Restricted Total Funds Unrestricted Restricted Total Funds
Funds Funds 31-Mar-19 Funds Funds 31-Mar-18

£ £ £ £ £ £

Local authority and parish grants and contracts

(core funding)
East Hampshire District Council 186,000 186,000 186,000 186,000

Alton Town Council 10,000 10,000 4,000 4,000

Petersfield Town Council 10,000 10,000 12,000 12,000

Bramshott and Liphook Parish Council 5,000 5,000 4,355 4,355

Horndean Parish Council 0

Whitehill & Bordon 10,000 10,000 11,000 11,000

Headley Parish Council 3,000 3,000 2,800 2,800

Liss Parish Council 3,400 3,400 3,600 3,600

Other parish councils 2,250 2,250 2,300 2,300

229,650 0 229,650 226,055 0 226,055

Other grants
Local charities (charitable client support) 0 0 1,450 1,450

CitA/CitAH 9,133 5,677 14,810 10,062 10,062

Other 4,010 7,500 11,510 17,500 2,500 20,000

13,143 13,177 26,320 27,562 3,950 31,512

Other income
Donations 3,486 3,486 4,287 155 4,442

Donation (maintenance of Petersfield & Alton advice 
service) 10,350 10,350 20,000 20,000

Investment income 0 0 379 379

Other income 4,192 4,192 12,082 12,082

Other income (bank interest/debt relief orders) 492 492 269 269

18,520 0 18,520 37,017 155 37,172

Total income 261,313 13,177 274,490 290,634 4,105 294,739



Expenditure

Expenditure on charitable activities for the Year Ended 31 March 2019
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Costs are charged to funds directly wherever possible.  All other costs are apportioned based on 
direct resource costs.
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Unrestricted Restricted Total Funds Unrestricted Restricted Total Funds

Funds Funds 31-Mar-19 Funds Funds 31-Mar-18

£ £ £ £ £ £

Direct charitable activities:
Salaries and employer's National Insurance 126,392 7,123 133,515 145,429 2,358 147,787
Pension costs (Defined contribution) 5,296 206 5,502 6,301 142 6,443
Training and recruitment 2,036 942 2,978 1,730 1,730
Travel and car parking 11,932 1,574 13,506 16,904 16,904
Telephone 8,880 8,880 16,305 16,305
Books, printing, stationery and postage 2,257 2,257 4,178 4,178
Citizens Advice subscriptions 6,411 6,411 5,781 5,781
Charitable client support 0 732 732
Other 2,170 464 2,634 4,788 4,788

165,374 10,309 175,683 201,416 3,232 204,648

Support activities:
Governance (trustee meeting costs and expenses) 639 639 751 751
Professional fees 4,911 4,911 11,292 11,292
General management 16,657 16,657 16,681 16,681
Insurance 1,454 1,454 1,408 1,408
Rent and rates 23,916 1,843 25,759 26,575 26,575
Utility costs 12,527 12,527 12,962 12,962
Property maintenance 464 464 2,387 38 2,425
Equipment costs 5,543 1,025 6,568 21,681 2,435 24,116
Depreciation/Profit or loss on disposal of fixed 
assets 11,662 11,662 11,723 11,723
Other 1,895 1,895 9,748 9,748

79,668 2,868 82,536 115,208 2,473 117,681

Total expenditure 245,042 13,177 258,219 316,624 5,705 322,329



Notes to the Financial Statements

Notes to the financial 
statement for the year ending 
31 March 2019

1 Accounting Policies

The principal accounting policies are

summarised below. The accounting policies

have been applied consistently throughout

the year and the preceding period.

1.1 Basis of accounting

The financial statements are prepared under

the historic cost convention and in

accordance with the Statement of

Recommended Practice Accounting and

Reporting by Charities Financial Reporting

Standard 102 and the Companies Act 2006.

1.2 Incoming Resources

All incoming resources are included in the

statement of financial activities when the

charity is entitled to the income and the

amount can be quantified with reasonable

accuracy. The following specific policies are

applied to particular categories of income:

• Voluntary income is received by way of

grants, donations and gifts and is

included in full in the statement of

financial activities when receivable.

Grants where entitlement is conditional

on the delivery of a specific performance

by the charity are recognised when the

charity becomes unconditionally entitled

to the grant.

• Donated services and facilities are

included at the value to the charity

where this can be quantified. The value

of service provided by volunteers has not

been included, but noted.

• Gifts donated for resale are included as

incoming resources within activities for

generating funds when they are sold.

• Grants, including for the purchase of

fixed assets, are recognised in full in the

statement of financial activities in the

year in which they are receivable.

1.3 Resources expended

Expenditure is recognised on an accruals

basis as a liability is incurred. Expenditure

includes any VAT which cannot be fully

recovered, and is reported as part of the

expenditure to which it relates.

Charitable expenditure comprises those

costs incurred by the charity in the

delivery of its activities and services for

its beneficiaries. It includes both costs

that can be allocated directly to such

activities and those costs of an indirect

nature necessary to support them.

Support costs are those costs incurred

directly in support of expenditure on the

objects of the charity and include project

management.

1.4 Fixed Assets

Fixed assets are stated at cost less

accumulated depreciation. Depreciation

is provided at rates calculated to write off

the cost over its expected useful life, as

follows:

• Computer Equipment – 3 years

• Fixtures, Fittings and Equipment – 3

years

• Leasehold Improvements – life of the

lease or a shorter time if deemed

more appropriate, for example, where

there is an earlier break clause.

All depreciation is calculated on a straight

line basis.

1.5 Defined contribution pension

schemes

The pension costs charged in the financial

statement represent the contribution

payable by the charity during the year.
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2.  Net incoming/(outgoing) resources for the year Year Ended Year Ended

31-Mar-19 31-Mar-18

£ £

Net incoming/(outgoing) resources is stated after charging:

Independent examiners' remuneration 1,800 1,800 

3.  Employees Year Ended Year Ended

31-Mar-19 31-Mar-18

£ £

Employment costs

Wages and salaries 143,758 158,365 

Social security costs 5,275 4,820 

Pension costs 6,264 7,124 

Other costs 377 602 

155,674 170,911 

Number of employees

The average number of employees (including the trustees) during the

year, calculated on the basis of full time equivalents:

5.5 6.5

Trustee Expenses and Remuneration

Trustee remuneration 0 0 

Trustee expenses 0 0 

0 0

4.  Taxation

The charity's activities fall within the exemptions afforded by the provisions of the Income and Corporation Taxes 

Act 1988.  Accordingly, there is no taxation charge in these accounts.

5.  Debtors Year Ended Year Ended

31-Mar-19 31-Mar-18

£ £

Trade Debtors - 1,281 

Other debtors, prepayments & accrued income 3,253 3,861 

3,253 5,142 

6.  Analysis of cash and cash equivalents Year Ended Year Ended

31-Mar-19 31-Mar-18

£ £

Cash at bank and in hand 17,829 15,544 

Notice deposits (less than 3 months) 170,189 145,017 

Total cash and cash equivalents 188,018 160,561 



Notes to the Financial Statements
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7.  Creditors: amounts falling due within one year Year Ended Year Ended

31-Mar-19 31-Mar-18

£ £

Trade creditors 6,488 5,733 

Other taxes and social security 4,087 2,235 

Accruals and deferred income 22,014 27,899 

32,589 35,867 

8.  Analysis of net assets between funds Unrestricted Restricted Total 

Funds Funds Funds

£ £ £

Fund balances at 31 March 2019 as represented by:

Tangible fixed assets 6,666 6,666 

Current assets 190,758 513 191,271 

Current liabilities 34,679 34,679 

162,745 513 163,258 

9.  Analysis of Movement of Fixed Assets

Computer Fixtures, Fittings Leasehold Total            

Equipment and Equipment Improvement Fixed Assets

£ £ £ £

Cost at the beginning 
of the year

At 31st March 
2018 13,337 3,598 19,999 36,934

Additions 0

Disposals -1,256 -1,256
At 31st March 
2019 12,081 3,598 19,999 35,678

Depreciation and 
impairments

At 31st March 
2018 11,675 3,598 3,333 18,606

Disposals -1,256 -1,256

Depreciation 1,662 10,000 11,662
At 31st March 
2019 12,081 3,598 13,333 29,012

Net Book Value
At 31st March 
2018 1,662 0 16,666 18,328

At 31st March 
2019 0 0 6,666 6,666



Notes to the Financial Statements
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10.  Outline Summary of Fund Movements

Fund Balances Incoming Resources  Transfers in Gains and Fund Balances

01-Apr-18 Resources  Expended  Period   Losses  31-Mar-19

£ £ £ £ £ £

Restricted Funds

Revenue Grants 
and Donations
Local Charities 
(Client Support) 0 0 0 0

Access to Justice 0 7,500 7,500 0

0 7,500 7,500 0 0 0

Unrestricted Funds

Unrestricted Funds 131,819 261,313 245,042 0 148,090
Gains/losses on 
investment assets 15,168 0 0 15,168

146,987 261,313 245,042 0 0 163,258

Total 
Funds 146,987 268,813 252,542 0 0 163,258

11.  Common basic financial instruments
Financial 
instrument Measurement on initial recognition

Cash Cash held

Debtors Prepayments are valued at the amount prepaid. Debtors relating to accrued income are
recognised when unconditionally due and reasonable assurance can be gained when 
they will be received.

Creditors Creditors are recognised where the charity has incurred a liability to a third party and 

where that liability is known or can estimated reliably.

Bank deposits Bank deposits are call deposits and other short-term, highly liquid investments that are 

readily convertible to a known amount of cash and are subject to an insignificant

risk of change of value.

Investments Income is recognised in the accounts when receivable

12.  Custodian Trustee

No funds have been held as a custodian trustee on behalf of others during the period.



Independent Examiner’s Report to the Trustees 

of Citizens Advice East Hampshire

I report on the accounts of the 
company for the year ended 31 
March 2019 set out on pages 17 to 31

Respective responsibilities of Trustees

and examiner

The trustees (who are also the directors for the

purposes of company law) are responsible for the

preparation of the accounts. The trustees consider

that an audit is not required for this year (under

section 144(2) of the Charities Act 2011 (the 2011

Act)) and that an independent examination is

needed. The charity’s gross income exceeded

£250,000 and I am qualified to undertake the

examination by being a qualified member of

Institute of Chartered Accountants in England and

Wales.

Having satisfied myself that the charity is not

subject to audit under company law and is eligible

for independent examination, it is my responsibility

to:

•examine the accounts under section 145 of the

2011 Act;

•follow the procedures laid down in the General

Directions given by the Charity Commission (under

section 145 (5) (b) of the 2011 Act); and

•state whether particular matters have come to my

attention.

Basis of the independent examiner’s
statement

My examination was carried out in accordance
with the General Directions given by the Charity
Commission. An examination includes a review of
the accounting records kept by the charity and a
comparison of the accounts presented with those
records. It also includes consideration of any
unusual items or disclosures in the accounts, and
seeking explanations from you as trustees
concerning any such matters. The procedures
undertaken do not provide all the evidence that
would be required in an audit, and consequently
no opinion is given as to whether the accounts
present a “true and fair view” and the report is

limited to those matters set out in the
statement below.

Independent examiner’s statement

In connection with my examination, no matter
has come to my attention:

1 which gives me reasonable cause to believe
that, in any material respect, the
requirements:

• to keep accounting records in accordance
with Sections 386 and 387 of the
Companies Act 2006; and

• to prepare accounts which accord with the
accounting records, comply with the
accounting requirements of Sections 396 of
the Companies Act 2006 and with the
methods and principles of the Statement of
Recommended Practice: Accounting and
Reporting by Charities:

have not been met; or

2 to which, in my opinion, attention should be
drawn in order to enable a proper
understanding of the accounts to be reached.

MF Kirby BSc  FCA
Chartered Accountant 
Premier UK Business LLP
Lyndum House
12 High Street 
Petersfield
Hampshire
GU32 3JG

Date: 20 November 2019
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Thank You to our Supporters

District and County Councils
East Hampshire District Council
Hampshire County Council

Town Councils
Alton Town Council
Whitehill Town Council
Petersfield Town Council

Parish Councils 
Beech Parish Council
Bentley Parish Council
Bentworth Parish Council
Bramshott and Liphook Parish Council
East Meon Parish Council
Four Marks Parish Council
Grayshott Parish Council
Greatham Parish Council
Harting Parish Council
Headley Parish Council
Lindford Parish Council
Liss Parish Council
Parochial Church Council of Froxfield with Privett
Rogate Parish Council
Shalden Parish Council
Worldham Parish Council

Central Government
Department of Business and Enterprise 

Other organisations 
Access to Justice Foundation
Citizens Advice
Healthwatch Hampshire
Citizens Advice Hampshire
Alton, Woolmer, and Petersfield Lions
PASRIN and the Bordon Charity
Mascolo & Styles

Special Thanks
To the many individual and other donors, who gave generously this year. Without this 
financial support we would not continue to provide a full service to our community.

Thanks also to the many individuals, local businesses and others who have helped us 
in different ways this year by supporting and donating their time, advice and 
resources to Citizens Advice East Hampshire.
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Citizens Advice East Hampshire Limited
Forest Community Centre
Pinehill Road
Bordon
Hampshire
GU35 0BS

Tel: 0300 3309 028
www.citizensadvice.org.uk/east-hampshire

Company number: 06694768
Charity number: 1129850
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