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Who we are and what we do

Our goal is to provide information and support to empower people to find 
solutions to problems and make their own decisions.

• We are a local charity that supports Wokingham Borough residents.
• We are a dedicated team of 83 volunteers, 10 volunteer trustees and 20 paid staff.
• The advice we provide is confidential, independent and impartial.
• We are for everyone – We help people from all backgrounds, not only the poorest in 

society.
• We have helped 1 in 10 households in the borough within the last 24 months.



Our Vision

To be the go-to charity in Wokingham, making a positive and lasting difference to the lives of people across 
the Borough. We are a helping hand for people who need support navigating through life, helping them find a 

way forward with their problems.

How we helped Anthony
Anthony lost his job and was in need of assistance to meet his basic needs. He contacted our adviceline seeking a 
foodbank referral.

We provided a range of support to Anthony to help him get back on track. This included making a referral to the 
foodbank to help him access food assistance, as well as doing a benefit calculation to help him understand his 
entitlements. We also conducted a budget check to help Anthony manage his finances, and reviewed his debts to 
identify any issues or potential solutions. We alerted Anthony to other support available locally, and administered a 
household support fund grant to help him with essential household items. Finally, we supported Anthony with a 
Debt Relief Order to help him manage his debts and get back on track financially.

Through our support, Anthony was able to access the assistance he needed to meet his basic needs and manage 
his debts. This allowed him to focus on finding a new job and getting back on track financially.



Our Vision

To be the go-to charity in Wokingham, making a positive and lasting difference to the lives of people across 
the Borough. We are a helping hand for people who need support navigating through life, helping them find a 

way forward with their problems.

How we helped Cynthia
Cynthia had been working as a carer for several years when she was dismissed on performance grounds. She was 
confused and upset by the dismissal, and contacted our team for help.

Upon speaking with Cynthia, it became clear that she had been managing a disability and had alerted her 
colleagues to this. We provided Cynthia with 1-to-1 support to help her navigate the process of challenging her 
dismissal. This included advice on her rights and options, as well as assistance with gathering evidence and 
preparing for any necessary meetings or hearings.

Through our support, Cynthia was able to successfully challenge her dismissal and reach a settlement of over 
£15,000. This outcome demonstrated the importance of providing support and advocacy for individuals facing 
employment-related challenges, particularly when those challenges may be related to a disability.



How we aim to achieve our Mission



An overview of our work in 2022
£1.5M of financial 

benefit
£1,0433,962 of income gains secured.
£457,649 of debts written off.

5,656 clients helped These could be households or individual people – Some charities count 
every individual person helped but we don’t do that. 1 in 20 households

21,103 issues dealt 
with

The most frequent are benefits & tax credits, access to charitable 
support, foodbanks, housing, utilities & communications and debt.

1,164 referrals 764 self-referrals via our website.
400 professional referrals.

11,548 calls 
answered 

Up 7% compared to 2021 when we answered 10,781 (nearly as many as 
the total calls we received in 2021 which was 11,488 calls received)

8th highest national 
call performance

8th of 250 Citizens Advice in England and Wales for the number of calls 
answered.

72% of calls 
answered

15,946 total calls received – That’s 4,398 calls we couldn't get to. This is 
up 39% on 2021 when we received 11,488 calls.



A snapshot of our work - Finchampstead



A snapshot of our work - Finchampstead



A snapshot of our work - Finchampstead North



A snapshot of our work - Finchampstead South



A snapshot of our work - Wokingham Borough

A summary of our work 
helping with cost of living 
issues across the borough 

over the last 12 months



What are we seeing - Wokingham Borough



What are we seeing - Wokingham Borough



How we make a difference

Advice & money management for 
adults with learning disabilities

Living with Emotionally Unstable 
Personality Disorder (EUPD) project

Generalist Advice, Information and 
Support and One Front Door

Through developing a Borough 
Tackling Poverty Strategy, CLASP, an 
adult learning disability charity, told 
us how many of their service users 
are struggling with accessing benefits 
and debt issues. We put in a joint bid 
for £5,000 which enables us to 
provide an adviser 1 day a week for 
the year to work directly with their 
group.

Working with Berkshire Healthcare 
NHS Foundation Trust, we have two 
caseworkers who provide advice and 
support to adults living with a long-
term mental health condition, EUPD. 
We’re working with individuals to 
build stability into their lives around 
money, housing, employment and 
relationships.

We have an important relationship 
with our local council, co-producing a 
Tackling Poverty Strategy together as 
part of the Hardship Alliance in 2022. 
Wokingham Borough Council 
provides us with funding to cover 
some of our advice, information and 
support services across the Borough.



Client Feedback

Clients who said they would recommend our service to others 87%

Clients who said they found it easy or very easy to access our service 80%

Clients who said we had helped them find a way forward with their problem 83%

Clients who felt they wouldn't have been able to solve their problem without our 
help 75%

Clients who said their problem was urgent at the time of contacting us 22%

Clients who said as a result of our help they felt less stressed, depressed or 
anxious 64%

Clients who said as a result of our help they feel their physical health has 
improved 48%



What the people we help say

“My adviser was extremely helpful, 
provided sound advice and step by 

step guidance to solving my 
problems. Great service. Thank you”

“I had a stressful financial scam
victim situation and nobody to 

discuss with. My neighbour who had 
used Citizens Advice suggested I 

contact them for some advice. They 
provided a comprehensive list of 
useful references to address my 

scam experience. Thank you!”

“I had an exceptional experience with 
Citizens Advice. They gave me support, 
time and care. Rob was fantastic and I 

received an excellent service that 
resulted in winning my case

representing myself and avoiding an 
employment tribunal. He ensured I was 

briefed, revised my documents and 
explained everything clearly. I was stressed 

and scared but the support took these 
feelings away”

“Advice was very helpful and 
reassuring. All who I dealt with 

were extremely reassuring and 
went out of their way with advice I 

was given”

“I found them very helpful, our 
community needs more citizens 
advisers, especially in this difficult 
time due to rising cost of living.”

“It was recommended to me to call Citizens 
Advice and I’m so pleased I did. I found them 

so helpful from the moment I called, the 
lady that took the message from me was very 

helpful and then I spoke to Paul, who was 
brilliant and helped me completely, he asked 

me lots of questions and talked to me 
regularly until the problem was solved, I 

couldn’t have sorted it out without his help. So 
I would like to thank Wokingham Citizens 

Advice for all their help. I was very happy with 
the outcome. Thank you”

“Just very happy with service. Second 
time I have asked for help and both 
times my needs have been met. 

Thank you”

“Please continue your good work 
there are a lot of people who needs 

help and couldn’t afford to pay these 
high paying solicitors even just for 

consultation, thank you so much for 
your help and understanding . You’re 

all doing an awesome job”

“The lady who handled 
my case was extremely 
kind. She called me back 
as she had pondered our 

conversation and 
offered me additional 

advice which proved 
extremely beneficial. 
Priceless assistance. 
Thank you so much.”

“The service provided by Dave was 
excellent, he has compassion and 

empathetic towards my plight and 
provided his best to help with a resolve. 
Although empathetic, he was at all times 

remain unbiased and professional. He went 
extra mile and I remain grateful. Thanks.“

“Hi there and thank you as you helped 
me a year or two ago when I was low. I 

have now moved in to a disabled 
bungalow at last. Thank you for the 

help you given in the past.”

“My experience with CAB Wokingham 
recently was nothing short of 

excellent. Helpful numbers for various 
organisations I didn’t even know about. 
Also even told me I was eligible to apply 
for the household support fund, which 
came in really handy!! Carry on with the 

good work.”

“I'd like to say my 
experience with the 

citizens advice bureau 
has been a very very 

good one.  They have 
given me hope and a 
reason to go forward.
I don't honestly know 

what I would have done 
without their 

knowledge and input 
into my situation... God 

bless you all!!”



What our staff and volunteers say

● “I enjoy meeting new people and also the huge range of 
issues from clients means a great learning experience”

● “Having appreciation from a client for the advice or 
support provided, no matter how little, but they had 
someone who listened”

● “My managers and my team support my wellbeing and I 
hope that I try to support theirs”

● “Supervisors are very supportive when I have had a 
difficult call. I feel able to make suggestions and know I 
will be listened to.”

● “I have been working from home since the pandemic. 
Supervisors, managers and the CEO have all at some 
point followed up to check that all's going well for me, or 
to provide (positive) feedback. We are often reminded to 
take care of our mental, physical and emotional health. I 
can always get the support I need from someone on the 
mgt chain or wider team”

● “There is always someone you can reach out to to have a 
discussion or advise of your difficulties.”

● “The leadership, especially the CEO, encourages you to 
be you.”
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