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About us
Citizens Advice Purbeck is a local charity that helps people with the problems they
face. Advice is delivered by trained volunteers, supported by a team of paid staff.
 
Face to face advice is offered from our offices in Swanage and Wareham, and from
our outreaches at Bovington, Lytchett Matravers and Upton.
 
 

Our aims
To provide the advice people need for the problems they face
To improve the policies and practices that affect people's lives

 

Our principles
Free
Confidential
Independent
Impartial

 

Our impact
For every £1 invested in our service, we financially benefit clients by over £10
For every £1 invested in our service, we add around £10 in public value
We reduce public expenditure on homelessness, unemployment, mental health
services and legal action
Our volunteering brings people together, improving our local communities and the
people we help

The trustees are pleased to present our Annual Report in conjunction with the Directors' report and Independently Examined Accounts for the year ended 31.3.19 in
accordance with the current guidance of FRS102 including Updated Bulletin 1 (dated 2.2.16).

Contact us
www.purbeckadvice.org.uk
03444 111 444 - Dorset Adviceline
adviser@purbeck.cabnet.org.uk
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Chair's Introduction
We have enjoyed another thoroughly successful year thanks entirely to the
continuing energy, effort and commitment of our volunteers and staff. On
behalf of the Trustees I must put our gratitude on record.

Despite the worries I expressed in my report last year our finances have remained extremely healthy, at least
in the short term. Recruitment and training of volunteers has remained buoyant and the range of our
services to clients has been maintained. The overall quality of our provision across Purbeck was externally
assessed by a national Citizens Advice Audit visit earlier this year and in every aspect of our work from the
day to day advice provision through to strategic leadership and governance we were found to be fully
compliant, with just a couple of small changes in our practices required. Particular thanks are due here to
Helen Goldsack, our Chief Officer. It is also pleasing to report that we have now signed a secure, up to date
lease agreement for our occupation of 2 Mill Lane with Wareham Town Council.
 

In my report last year I wrote at some length regarding the partnership working with the Citizens Advice
offices in Weymouth & Portland (W&P) and Dorchester and about our concerns regarding the impact of local
government reorganisation.
 

Our partnership work continued through the year to a successful conclusion in April 2019 during which time
the W&P Bureau, which had been facing the prospect of closure one year earlier, was successfully audited
and moved forward to a secure operational basis. The discussions which we were holding with Trustees from
W&P and Dorchester regarding a possible three way merger concluded amicably but without an agreement
to proceed.
 

By contrast, local government reorganisation did go ahead in April 2019. Our worries regarding continuity of
the core funding which we received from the former Purbeck District Council were assuaged when the new
Dorset Council promptly and directly paid us the same core funding sum in April, but the longer term
concern has not diminished; we really do need some longer term security. Trustees and managers from all
four Citizens Advice offices across Dorset as well as Citizens Advice in Dorset (CAID) are now in discussion
with each other and with new council officers and members regarding future funding, provision and
organisation. For me as Chair, my key priorities over the coming months are to ensure that Citizens Advice in
Purbeck receives a fair and equitable share of Dorset Council funding and works with the new Council and
our Citizens Advice partners to improve and extend the services we provide to our local residents.
 

With this continued financial pressure it looks like another challenging year ahead, but thanks to our staff,
volunteers and supporters across the community I am certain that we will continue to thrive and succeed.
 

Richard Holman
Chair of Trustees

 
The trustee board oversee the information security of all personal information of our clients, staff, funders and strategic partners that is processed. Citizens Advice

Purbeck hold joint responsibility for client data that is held in our case management system, with the national Citizens Advice Service. An information assurance

management team exists to ensure the confidentiality, integrity and availability of all personal and sensitive data is maintained to a level which is compliant with the

requirements of the General Data Protection Regulation and Data Protection Act 2018.



The 3
most

common
issues
were: 

Benefits
(46%)

Debt
(17%)

Housing
(7%)

1,383 people
helped through our face to face, telephone and email

advice with

6,512 issues

Citizens
Advice

Purbeck
2018-19

 Value to the
people we

help

£2.67m
We help individual clients to achieve

individual financial outcomes like getting
back-dated benefits, writing-off debts and

refunds for consumer issues.

£2.49m
total public value

When people have fewer problems they have higher levels of wellbeing, participation in society
and productivity. Our calculation of public value also includes the value of a volunteer run

service.
 
 

£400,000
fiscal value

Financial savings to local and national Government due to fewer payments for out-of-work
benefits, costly evictions, re-housing evicted tenants and less demand on the NHS.
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Overview from our Chief
Officer
Last year, our team of dedicated volunteers supported 1,383 local residents with 6,512
issues ranging from coping with the impact of the high cost of living locally, securing
and retaining safe, affordable housing, dealing with discrimination at work and other
challenging employment issues, managing family and relationship problems as well as
a whole range of other problems.

The advice and support the teams give local residents really does change lives. Supported by a small staff
team, volunteers have continued to provide the highest quality advice, as evidenced in our Audit Report. We
were pleased to be awarded the Advice Quality Standard (AQS) Casework Accreditation in Debt, Welfare
Benefits, Housing and Disability subject areas.
 

Purbeck, while focused around the three main towns of Wareham, Swanage and Lytchett Minster and Upton,

has rural communities whose residents sometimes just cannot travel to get the help they need to deal with

their problem. Our challenge is to ensure that all residents, regardless of where they live, can get advice and

support. We have outreaches in Bovington and Lytchett Matravers supported by The Garrison and Parish

Council.  We are grateful for the continued support of The Valentine Trust, which enables us to continue to

offer a home visit service to those unable to access our offices.
 

Having a close working partnership with (former) Purbeck District Council and local town and parish councils

has enabled us to be confident in continually developing our services to find ways to ensure we provide

support for the most vulnerable as well as for the wider population of Purbeck. This is demonstrated by the

award of a two year contract from PDC for delivery of advice services to support the requirements of the

Homelessness Reduction Bill and the extension of our service in Swanage and Upton, where we now provide

specialist appointments for Debt, Housing, Income Maximisation and Welfare Benefits.
 

The expansion of our financial capability work into The Purbeck and Swanage Schools has proved successful

both in terms of partnership working and building relationships with young people.
 

Alongside the implementation of our own ambitious plans we also had to adapt and respond to some

significant external changes. These included preparing for the implementation of GDPR, the continuing

development of our customer relationship management system and reporting requirements to meet

standards, changes to policy and practices across all areas of our work and, not insignificantly, managing the

impact of the Full Service Universal Credit roll out. How do we do it, we keep smiling and eat chocolate.
 

Helen Goldsack

Chief Officer
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Our team

19 advisers

49 volunteers gave
10,350 hours of their
time...

Our volunteers cover a variety
of important roles including
receptionist, adviser,
administrator, research &
campaigns, publicity,
fundraising and more.

8 administrators

10 trainee
advisers

4 receptionists

8 Trustees

2 research
&
campaigns

... supported by 15
paid staff

9 trustees



2018 - 19 Annual Report  07

Poppy
 

Volunteers say...
 

I can honestly say that every day has been different, interesting and often
challenging. My initial role as a receptionist gave me a great introduction
to the way the office operates and the variety of issues faced by our
clients. I started to learn about the systems we use and to observe the
supportive oversight of all the activity with clients.
 
After three months, I joined the adviser training programme: a blend of
reading, tests, courses and observed practice. This made me aware of the
structured approach adopted by Citizens Advice offices and built my
confidence as I started to work with clients, helping them to make
informed decisions and take action. I continue to be amazed at the
variety of questions we are asked: immigration, housing, employment,
benefits and many more. I now see that there will never be an end to the
need for continual learning and checking that the information and
guidance we provide is up to date and the most suitable for each client's
specific circumstances.
 
Two things stand out about my time at Citizens Advice. The first is the
absolute commitment that the team has to trying to get it right for every
client. The second is that clients' problems clearly demonstrate the
impact of government social policy, reinforcing the importance of our
research and campaigns work.
Brendan

Volunteering seemed the obvious next step once I finished my last
work contract in the scientific software and services sector. I was
looking for a new challenge and had time and (hopefully)
transferable marketing and PR skills that might be of use to a local
charity. So I contacted Citizens Advice via the Purbeck website to
check if there were any volunteer vacancies and to find out more. 
 
Three years on and I continue to spend a day each week helping to
raise awareness of how Citizens Advice Purbeck can help those in
our local community needing advice, and to promote local and
national campaigns. It's really satisfying to be able to use skills
gained in my previous work for such a good cause and everyone
has been very welcoming and ready to help fill in the blanks in my
knowledge.  Each week is different - there's nearly always
something new and interesting to get to grips with. I'm still
learning a lot about the organisation and also appreciate the
opportunity to keep my skills up to date.
Judy
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Sarah's story
 Sarah was off sick from work waiting for an
upcoming operation. She did not claim any
benefits and, because she was only getting
Statutory Sick Pay, she was struggling to pay
the bills and her savings had gone. Sarah
didn't have access to a computer, the internet
or email, but did have a mobile phone.
 
Our caseworker, Sue, ran a benefits check for
Sarah, which showed that she would be
entitled to Universal Credit. Sarah was eligible
for UC while she was off sick and even when
she could return to work her pay was low
enough that she would still get some help.
                   
Sue helped Sarah to create a Universal Credit
Account and make the online claim as well as
helping her to phone the UC Helpline to
arrange her first appointment at the local Job
Centre. Sarah's income has now increased so
she can afford her bills and focus on her
recovery.
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Clients say...
 

Citizens Advice was amazing - so
knowledgeable, supportive and easy to talk
to. I felt that Citizens Advice genuinely
cared. I was helped through a very difficult
and worrying time. 

Citizens Advice helped
me tremendously in the
past appealing my
daughter's disability.
Now PIP has awarded her
half her previous
payment. Citizens Advice
was very helpful, knew
the law and guided my
daughter and myself.
They have written a
letter on our behalf and
warned us it will
probably go to a tribunal.
With your help I now feel
more confident.

Thanks to Citizens Advice in
Wareham & Swanage,
nothing was too much
trouble for them.

Thank you so much for your help, and helping us
compose a letter to our card machine people. It
did the trick, and they have cancelled our contract
at no charge to us! It has been months of stress &
worry, and would have been money going out that
we can ill afford. Talking to J was just what we
needed, we didn’t know where to turn, and if our
small donation helps to keep you in business to
help someone like us, it’s money well spent.

A very big thank you for
all your advice and
support over our recent
issue. A big thank you to
K for her time and
patience in
understanding our issue,
seeking further advice
and helping us to
resolve the matter. We
very much appreciate all
the time you give so
generously.

Thank you so much for
all your help, it means so
much to me and my little
boy.
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Spotlight on...
Priority Services Register

 The Priority Services Register (PSR) Project aims to

increase awareness and numbers of people across

Dorset who are signed up to receive additional

support in the event of a power cut or disruption to

water supply.

 

SSEN and Wessex Water (Bournemouth Water) supply

most households in Dorset and both operate a priority

register of people who may need extra support. A

household with anyone who is over 60, children under

5, or has certain medical or communication needs is

eligible to register. It is free to register and can provide

valuable support to a household when there is a

problem with the electricity or water supply.

 

The project is a pilot for 6 months (April to September),

during which I am looking to see which routes to sign

up are the most effective.

 

All Citizens Advice offices in Dorset are involved as the

most obvious route is through the client–adviser

meeting, as the majority of CA clients would be eligible

to register.  Clients are being invited to sign up either

when they attend a drop-in or routine appointment.

 

In addition, as PSR Champion, I am attending external

events and making contacts through our partners and

other relevant local organisations to encourage sign

up where their own client group cannot be accessed

directly.

 

I would like to thank all the volunteer advisers and

session supervisors for their support with the project

and for putting up with my regular reminders about

signing people up to PSR!

 

Kate Pryce
Priority Services Register Champion
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Spotlight on...
Research & Campaigns

 Throughout 2018-19 we continued to support the aims

and principles of the Citizens Advice Service by

providing 110 evidence forms to the central teams at

National Citizens Advice for our research and

campaigns work. Universal Credit continues to feature

highly in this area of work, alongside benefits & tax

credits, debt, housing and discrimination.

 

Again this year we took part in the national Scams

Awareness Campaign with displays in both Wareham

and Swanage libraries and events at the local

supermarket, as well as lots of tweeting during the

campaign. It certainly got people talking and it remains

an emotive issue which can affect any of us.

 

We continued to be an active member of the Dorset

Research and Campaigns Group looking at local issues

affecting local people. The group provides an informal

opportunity to work collaboratively, not just on

collating evidence and research for regional

campaigns, but also to share ideas, best practice, skills

and resources. This is an effective way of using our

limited resources to achieve the best outcomes for our

clients.

 

In January we participated in Big Energy Saving Week

with 6 events run at various locations in Dorset,

informing people of the benefits and savings that can

be made with regards to their electricity and heating

supply. We ran energy price comparisons and gave out

information about Warm Home Discount, the Priority

Services Register and more. We reached 2,163 people

and provided 23 hours of public events during the

week.

 

Judy Herring
Advice Service Manager
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Financial Review
The accounts for the year ended 31st March 2019 show a surplus of £14,788. This is a significant decrease over
the surplus of £39,507 achieved in 2017/18 but is a very positive outturn for the bureau compared to the
original budget that projected a deficit of £33,853. 
 
The positive financial outturn has been achieved through the generation of additional income from charitable
activities. Some of this income has been offset by increased spending on staff resources and other direct costs
to support the delivery of the new projects. However, a significant contribution has been made to the running
costs of the bureau. Core grant funding has remained largely unchanged and this means that a high
proportion of both spending and income is concentrated into restricted charity activities. The successful new
grants covered a range of activities with £53,262 being awarded for energy related work, £6,986 for
homelessness reduction work and £2,818 for helping with Universal Credit claims. 
 
The income figure includes £13,826 paid to the Bureau by Weymouth and Portland CAB. This management
support has now been concluded and no income is anticipated from this source in 2019/20.  
 
The additional grant income has allowed the bureau to deliver more services to the residents of Purbeck.  
 
The lease on the new offices in Mill Lane has been completed and is providing a much improved facility for
staff, volunteers and clients. As part of the new lease the bureau will need to meet a higher annual rent
payment in both 2018/19 and 2019/20 and the lease will be subject to an inflation-based rent review in March
2020. Of special note in relation to the new office facility has been the opportunity to support the use of the
building as part of the Community Front Room project. This is an outreach service provided by Bournemouth
Churches Housing Association and the delivery of the project from the Mill Lane office will not only support the
bureau financially but will also ensure the maximum community use of the building.  This project started in
June 2019.
 
2018/19 has seen an overall increase in reserves of £14,788. Allowing for the application of specific restricted
and designated reserves, the general unrestricted reserve has fallen by £8,143. A summary of the movement
on reserves is set out below:
 

 
 
 
 
 
General Reserve
 
Designated Reserves
Information Technology
Lease Improvements 
Closure Contingency
Interim Project
Service Reorganisation 
 
Restricted Reserves

Balance as at
31st March

2018
£
 
91,369

 
 

7,000
8,000

40,000
5,000

10,000
 

7,089
 

168,458

Fund
Application

2018/19
£
 

2,825
 
 
 

(1,000)
 
 
 
 

12,963
 

14,788

Internal
Allocation

(Restricted)
£
 

9,032
 
 
 
 
 
 
 
 

(9,032)
 

0

Internal
Allocation

(Designated)
£
 
(20,000)

 
 

5,000
 

5,000
5,000
5,000

 
 
 

0

Balance as at
31st March

2019
£
 
83,226

 
 

12,000
7,000

45,000
10,000
15,000

 
11,020

 
183,246



2018 - 19 Annual Report  13

The level of reserves was considered by the Trustee Board on the 26th June 2019 and the distribution of
reserves was approved. The main changes to dedicated reserves were:
 

Closure Contingency: The liabilities held by the bureau in the eventuality of its closure have been
reviewed and, in order to reflect the higher salary costs now being carried and the liability created through
the new Mill Lane lease, an increase of £5,000 has been applied.
Information Technology reserve: It is anticipated that the IT infrastructure and systems used by the
bureau will need investment in 2019/20 and an increase of £5,000 has been allowed. 
Service Reorganisation Reserve: the potential organisational costs associated with dealing with the
impact of Local Government Reorganisation and how the Dorset bureau address strategic challenges
justify an increase of £5,000.
Interim Project Reserve: It is considered that the uncertainty around future funding and the need to
incur funding in the preparation and submission of new project bids warrants an increase in funding of
£5,000. 

 
Restricted reserves have increased by £3,931. The internal transfer of £9,032 from restricted reserves shows
the contribution made by grant funded projects to the core bureau costs. It is important to note that this
level of contribution is dependent on maintaining a healthy level of grant funded projects and that without
this internal transfer the financial position of the core general reserve would be adversely affected. 
 
The balance sheet shows a significant increase in deferred income of £56,823. This reflects the receipt of
grant income in 2018/19 which has been carried forward into the 2019/20 financial year. The increase in the
level of income in advance is matched by an increase in cash at bank. 
 
The core spending of the bureau in 2018/19 continues to be supported by our grant from Purbeck District
Council (PDC) and Dorset County Council (DCC). The continued receipt of these core grants is essential to the
operation of the bureau. The bureau funding was rolled over by Dorset Council in 2019/20 and the new
council is currently considering what funding to allocate to the overall voluntary sector and how these funds
will be distributed. The continuation of this core funding in 2020/21 is a major financial risk to the bureau.
 
The financial out-turn reflects the effective financial management of the bureau. However, looking ahead the
waters continue to be choppy with continuing pressure on our core funders and an increasing need to
deliver successful grant bids to maintain and enhance the service to our clients. 
 
Looking forward to 2019/20, the one certainty is uncertainty. We continue to live in a very volatile political
and economic environment with the negotiations to leave the European Union creating great uncertainty.
There continues to be a danger that this uncertainty will manifest itself in an increased call on bureau
services, especially if the economy stalls and political capital available to resolve outstanding national issues
such as housing need and implementation of Universal Credit continues to be diverted. Local government
reorganisation will continue with all the uncertainty of bedding in the new County wide organisation.
 
However, the bureau is well placed financially and operationally to confront both the immediate financial
pressures projected for 2019/20 and the potential structural and operational changes to the wider Dorset
advice service. The bureau balances are considered realistic and appropriate for the challenges ahead.
 
Please note, the table shown overleaf is an extract from the accounts for the year ending 31/3/19. A copy of
the full accounts is available on request from the bureau.
 
Stephen Parker
Treasurer
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Extract from the Accounts
  
General Income 
Purbeck District Council
Dorset County Council
Parish Councils
Lytchett Minster & Upton Town Council
Donations
Fundraising
Interest
Project & Restricted Income
Valentine Trust
Talbot Village
Homelessness Project
Homelessness Reduction
Dorset Community Foundation 
Smart Energy Grant
Wessex Water
Surestart
Lytchett Matravers Parish Council
Energy Best Deal
Energy Champion 
Lloyds Foundation
Healthwatch
Cit A Broadband
National Energy Action Charity
Hall & Woodhouse/Persimmon Homes 
Big Energy Saving Week 
Big Energy Saving Network 
Co op
Income Maximisation
Wessex Water II
Big Give
Wareham Lions
Weymouth & Portland Citizens Advice
Citizens Advice in Dorset
Awards for All
Help to Claim
Brochure Income
Total Income
 
Expenditure
Salaries Costs
Staff Costs
Office Costs
Premises Costs
Other General Expenditure
Governance Costs
Total Expenditure
 
Surplus of Income over Expenditure

2018 (£)
 
63,180

8,000
2,185

750
1,542
1,323
1,057

 
10,000
10,000

7,400
0
0
0

5,400
6,317
2,011

26,100
46,500
24,560

5,750
500
500

2,000
6,000

10,000
0

3,837
5,000

778
250

15,975
3,481

0
0
0

270,396
 
 

187,823
10,179
14,083

6,325
11,644

835
230,889

 
39,507

2019 (£)
 
64,950

8,000
2,000

750
2,139
2,307
1,196

 
10,000

0
7,610
6,986
5,000
3,912
4,800
3,448
2,182

25,350
0

24,799
5,750

312
0

1,500
4,000

15,000
8,661

11,511
0

4,744
0

13,826
3,616
2,490
2,818

696
250,353

 
 

194,054
6,861

12,313
6,604

14,868
865

235,565
 

14,788

Variance (£)
 

1,770
0

-185
0

597
984
139

 
0

-10,000
210

6,986
5,000
3,912
-600

-2,869
171

-750
-46,500

239
0

-188
-500
-500

-2,000
5,000
8,661
7,674

-5,000
3,966
-250

-2,149
135

2,490
2,818

696
-20,043

 
 

6,231
-3,318
-1,770

279
3,224

30
4,676

 
-24,719



Citizens Advice celebrates its 80th
anniversary

 
Citizens Advice is marking 80 years of providing free, independent advice nationally.

 
Citizens Advice was founded on 4 September 1939 - the day after World War II was

declared. Since then, the service has become a trusted household name. Last year it
helped 2.7 million people across England and Wales in person, by phone, email or

web chat.
 

We give people the knowledge and confidence they need to
find their way forward - whoever they are and whatever their problem.



Thank you to our
supporters

Citizens Advice Purbeck is an operating name of Purbeck Citizens Advice Bureau. Registered charity number
1068414. Company Limited by Guarantee, number 3510199 England. Authorised and regulated by the

Financial Conduct Authority FRN 617701. Registered office: Mill Lane, Wareham BH20 4RA.

 
Project-funding
Citizens Advice
Citizens Advice in Dorset
Co-op Swanage Local Community Fund
Dorset Community Foundation
Hall & Woodhouse Community Chest
Healthwatch Dorset
Lloyds Bank Foundation
Lytchett Matravers Parish Council
National Lottery Awards for All
Smart Energy GB
The Big Give
The Valentine Trust
Wessex Water
Westwey Partnership
 
 

 
District and County Councils
Dorset County Council
Purbeck District Council
 
Town Councils
Lytchett Minster & Upton Town Council
Swanage Town Council
Wareham Town Council
 
Parish Councils
 
Special Thanks
To the many individual and other donors who
have given so generously over the course of the
year. Thanks also to the many individuals and
businesses who have supported us in different
ways by donating their time, expertise and
resources.
 






































































