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About us
The Citizens Advice service celebrated its 
80th anniversary in 2019. The first local 
Citizens Advice, including Reading, opened as 
a response to the outbreak of World War 2. 
Today the service is offered from over 2,450 
community locations across England and 
Wales as well as online and on the phone.

Citizens Advice Reading (CAR) is a member of 
the National Citizens Advice network of 
England and Wales and as such is regularly 
and independently audited against quality 
assurance standards for quality of advice, 
financial and organisational matters.

At our in-depth audits in January 2021 we were 
again rated as excellent - we are proud to 
provide such a good quality service for our 
local communities.

We are:
● an local independent registered charity 

with no national grant funding

● solely dependent upon contracts and 
donations

● run by our own Trustee Board.

Our aims and principles:
● Free, confidential advice. Whoever you are.
● We help people overcome their problems 

and campaign on big issues when their 
voices need to be heard.

● We value diversity, champion equality, and 
challenge discrimination and harassment.

● We’re here for everyone.

Accreditations:
● Investors in People
● Advice Quality Standard
● Office of the Immigration Services 

Commissioner (OISC)
● Safe and Sound Governance
● Reading Advice Quality Standard
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I am very much looking forward to leading the 
CAR service in the future, to, as far as possible, 
(and working with our advice 
partners), provide information, 
help, advice and support for 
anyone in Reading who needs it.

Tina Stevenson, CEO

Who and where we are
At any one time we have 20-25 part time paid 
staff and 60-70 volunteers. All receive 
excellent training, ongoing professional 
development and regular updates to reflect 
legislative and regulatory changes. Our main 
office is in Minster Street in Reading.

We have of course changed how we worked, 
to continue to deliver our services throughout 
the pandemic and resulting lockdowns. All 
staff and volunteers have been working from 
home and are still helping over 400 clients 
each month.

During 2020-21 we also provided an outreach 
service at:
● Royal Berkshire Hospital
● Wexham Park Hospital

In the case of the Royal Berkshire and 
Wexham Park Hospitals the service is in 
partnership with Macmillan Cancer Support 
and is focused on benefits issues for those 
suffering from cancer. 
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A New Perspective
I joined CAR on 4 January 2021, so I have been 
CEO for 3 months of this Annual report. I am 
lucky to have found a team of committed, well 
led staff and volunteers who absolutely do 
what they can to deliver an excellent service to 
their local communities.

The pandemic clearly presented huge 
challenges for our teams which they have 
worked hard to overcome to keep the service 
available, and to great effect. The numbers of 
clients helped (over and above information or 
signposting) have remained broadly the same, 
whilst increasing in complexity.



As has been the case for most organisations in 
the charitable sector, 2020-2021 was a 
challenging year for CAR and will forever be 
defined as the year of Covid-19 and its 
associated lockdowns. Our year started with a 
flurry of adaptation to new ways of working, 
which our staff and volunteers pulled off with 
speed and inventive efficiency so that we were 
able to continue supporting the people of 
Reading through it all.

The year had another blow in store for us: the 
death of our CEO, David Harper, who tragically 
left us on 8 August after a short illness. Our 
Advice Services Manager, Sue Richards, 
heroically stepped in and somehow managed 
to keep the ship afloat as our trustees worked 
hard to recruit a suitable successor for our lost 
friend and colleague. 

We will forever be grateful to Sue for her 
sacrifice, resilience and hard work during 
those difficult months.

This is my first report as Chair of Citizens 
Advice Reading (CAR), a position I took up at 
our AGM in October 2020, following Richard 
Harrison’s decision to step down after 8 years 
as Chair. I am so very grateful to the board of 
trustees for selecting me as their new leader, 
and am both honoured and excited to take on 
this important role.

Richard Harrison has left some large shoes to 
fill. In his time as Chair, he oversaw the 
difficult move from grant-based income to 
commissioning, working closely with our then 
CEO, David Harper. Their careful management 
of the situation allowed CAR to overcome this 
fundamental change and explore new 
partnerships and ways of working. Richard 
was also instrumental in setting up Reading 
Advice Network, which brings together and 
supports 16 local advice-giving organisations. 
Richard’s vision and the foundations he laid at 
CAR have made us into the strong and 
respected charity we are today.

Chair of Trustees report
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Our recruitment was thankfully successful and 
we welcomed a new CEO in January. Tina 
Stevenson, who is just seven months into the 
role at the time of writing, has already 
demonstrated herself to be a driven, 
innovative and highly competent leader. 

It wasn’t an easy start: the financial fall-out of 
2020 meant that efficiencies had to be made 
for us to remain sustainable and we had to bid 
farewell to some more of our valued 
colleagues. Tina handled this process 
efficiently and sensitively and we are now in a 
position to look confidently to the future. 

My first two months focused on recruiting 
trustees to fill the gaps left after the AGM. We 
were lucky to have a number of excellent 
candidates to choose from and we welcomed 
four new members to our board in January 
2021 who bring with them a wealth of skills 
and experience and are already making their 
mark.

Chair of Trustees report
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With a new Chair, new CEO and a board of 
trustees where almost half have joined in the 
past 2 years, I think it is fair to say that it is 
both a challenging and exciting time for CAR.

There is much to learn but huge energy and 
dedication from what is already a strong and 
capable new team, supported by the wisdom 
and experience of our more seasoned staff, 
trustees and volunteers.

I look forward to working with all of them to 
continue and grow the work of this excellent 
charity, which, as we slowly emerge from one 
of the hardest times in our country’s living 
memory, will be needed more than ever.

Marie French
Chair of Trustees
October 2020 -



What we did in 2020-21
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Telephone calls with clients 8,975

All emails 7,529

Other incl. internal admin 3,118

Casework (C/W) tasks 1,873

Telephone calls with third parties 1,700

All letters 460

In person contacts 107

Web chats/video calls 45

Total activities 23,807

Telephone 
calls with 
clients

Calls
w. 3rd 
parties

C/W 
tasks

All emails
As you can see, a huge amount of work was carried 
out. Also of note are the different delivery methods 
this year i.e. mostly telephone with new innovative 
ways of working also starting to appear.

This is the work our teams did for clients 
throughout the pandemic:

Other /
admin



Issues we helped with
Advice areas by category
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Benefits incl. Universal Credit 38%

Housing 10%

Employment 9%

Debt 8%

Utilities and communications 7%

Relationships and family 6%

Immigration and asylum 5%

Consumer and travel 5%

Finance and tax 4%

Legal 3%

Other 3%

Health and discrimination 2%

Benefits inc. 
Universal Credit

Debt
Housing

Empl.



Our service users 2020-21
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Household type

Ethnicity

We saw

4,462 
unique 
clients

on

23,807 
different 
occasions

with

16,805 
different 
issues
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Gender Health

Age range

NB some clients 
preferred not to 
disclose 
information about 
themselves, so the 
percentages shown 
represent only 
those who did.

Our service users 2020-21



Benefits, debt and housing debt
By far the largest percentage of enquiries this 
year continued to be related to benefits, 
followed by debt, housing and employment. 

The impact of the pandemic lockdowns meant 
that our Town Centre office has remained 
closed since 23 March 2020.

Like many services, we adapted quickly to 
provide a telephone service with staff and 
volunteers working from home. The 
adaptability and support from the team to 
achieve this was remarkable.

We have also continued to work with our 
community and voluntary sector partners to to 
help as many clients as we can - over 400 
people each month (including 350+ new 
clients), with 16,805 issues. This reflects the 
complexity of the problems we support clients 
to manage in their daily lives.

Key services in brief
Immigration
CAR is fortunate enough to be authorised by 
the Office of the Immigration Services 
Commissioner (OISC) to provide level 2 
specialist immigration services. This is for the 
more complex and often protracted cases 
which require a higher level of expertise. 

We are the only providers of free level 2 
services in Berkshire and in the fourth and 
final year, of a Big Lottery funded partnership 
with the British Red Cross and Sanctuary 
Hosting. This collaboration provides specialist 
immigration advice to refugees, asylum 
seekers and vulnerable migrants in the 
Thames Valley. In 2020-21, CAR worked on 720 
different level 2 immigration issues resulting in 
support for 451 unique clients.
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Macmillan Benefits Service
This long running service is provided in 
partnership with Macmillan Cancer Support 
and hosted by local hospitals. 

We help people suffering from cancer to apply

CAR has continued with both its specialist 
housing and debt focused casework projects, 
funded by The Henry Smith Charity and the 
Thames Water Trust respectively. 

These have enabled CAR to focus on clients 
who are facing eviction from either their 
rented or mortgaged property, and to gain 
access to funds to help with water and other 
debts and to purchase essential appliances.

These partnerships significantly increase our 
capacity to help clients facing complex 
situations in a meaningful and often 
transformative way.

Key services in brief

for much needed benefits and 
to access wider support in their 
new circumstances. In this way, 
we are able to help reduce 
stress and anxiety for them and 
their families. 

During 2020-21, 454 cancer 
patients received our help and 
benefits advice, resulting in 
around £1,499,843 being 
claimed (which could otherwise 
have been unclaimed benefits.)
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Key services in brief
Universal Credit Help to Claim service
We are now in our third year of funding from 
the Department of Work and Pensions which 
has enabled us to continue supporting clients 
with their Universal Credit claims. We began 
this partnership in April 2019 and were 
offering face-to-face appointments across the 
week up until 23 March 2020 when we were 
placed in lockdown and our offices closed. 

From March onwards, we have continued this 
service via the national phone line in 
partnership with National Citizens Advice. 

Total financial outcomes
It is important to note that financial outcomes 
achieved this year include £3,302,658 income 
gains, and debts rearranged or written off 
totalling £129,211. Other wins totalled 
£479,393.
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Council Tax Protocol (CTP)
National Citizens Advice and the Local 
Government Association have produced a 
good practice process for the collection of 
Council Tax (CT) arrears. One of the core 
objectives is to maximise the collection of CT 
while ensuring the processes are fair and 
ethical. 

Our discussions began with Reading Borough 
Council (RBC) in 2019 and the Protocol was 
agreed and signed in March 2020. 

Early signs are that this closer collaborative 
relationship with RBC and their enforcement 
agents has improved collection processes. An 
increased focus on early intervention to assist 
residents struggling with their CT payments, 
(and help to prevent further charges), 
alleviates stress and should also reduce 
collection costs for the local authority.



Peace of Mind Matters (PoMM)
CAR launched a one year pilot project to 
provide advice and support on end of life 
planning in January 2021. Funded by 3 
separate funders, Earley Charity, Berkshire 
Community Foundation and the Shanly 
Foundation, the project has given advice and 
support in relation to many issues, including 
Lasting Power of Attorney and wills. The 
project has also provided virtual sessions
for professionals and community groups. As 
well as informing them of the project, the 
sessions have encouraged discussions around 
important and often sensitive issues.

Mental Health Coach
With 1 in 4 adults experiencing difficulties with 
their mental health (pre-pandemic), and with 
the pressures of 2020 and challenges of 
reintegrating into a socially distanced society 
in 2021 it is unsurprising that mental health 
needs are increasing.

In response to this need, CAR sought funding

Innovation and community 
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to develop a pilot ‘mental health’ project. The 
main areas of focus included mental health 
training for CAR staff and volunteers, 
developing a wellbeing service to CAR clients 
and developing and strengthening links with 
local mental health organisations. 

CAR will also be devising a wellbeing strategy 
as a result of this project.

Reading Advice Network
Following the successful completion of the 
CAR led, Big Lottery funded Reading Advice 
Network project, a charitable organisation of 
the same name was formed. As a founding

member CAR continues to 
actively participate to improve 
the quality of local advice and 
information services, make it 
easier for people to use them 
and be the collective voice for 
those organisations.



During this six month period our caseworker 
helped 48 clients including eight who reached 
the appeal tribunal. They also managed to 
secure over £32k in benefit awards (with an 
estimated total of £53k to be confirmed).

Using the evidence and experience gained as 
part of this pilot, we hope to find and secure 
future funding for further Welfare Benefits 
caseworkers. This pilot has proven the value 
and worth of having specialists who can help 
with benefits as the related processes 
continue to be more and more complicated 
and challenging.

Innovation and community 
National Lottery Community Fund (NLCF) – 
Welfare Benefits Caseworker.
In June 2020 CAR applied for NLCF “COVID 
Emergency Funding” and was successfully 
awarded this in August 2020. This was for a 6 
month pilot project, which started on 1 
October 2020. 

With part of this funding CAR recruited a part 
-time specialist Benefits Caseworker because 
well over one third of what we help our clients 
with is related to welfare benefits. 

Our new caseworker was tasked with 
providing in depth casework support for 
clients requiring specialist/urgent benefit 
support and advice. 

This role has also supported the general 
service, working closely with our volunteer 
advisers to provide support and guidance, 
increasing their confidence, knowledge and 
expertise.
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EAP
The Energy Advice Programme was delivered, 
funded by National Citizens Advice as part of 
the Industry Initiatives funding from the 
Department for Business, Energy and 
Industrial Strategy. It offered one to one 
advice to clients, helping them better manage 
their fuel bills. 

STEP
The Solutions to Tackle Energy Poverty (STEP) 
project, funded by the European Union’s 
Horizon 2020 fund. CAR is leading a UK 
partnership with Citizens Advice Manchester, 
Citizens Advice Coventry and National Citizens 
Advice, working alongside a consortium of 11 
organisations across 9 nations. This project 
offers advice, information and training to 
consumers and frontline workers. It also raises

awareness of and 
influences policy regarding fuel 
poverty at a local, national 
and European level.

Energy projects
The pandemic very much affected how we ran 
the energy projects over the past 12 months. 
At the beginning of the year, we found 
ourselves furloughing the team and learning 
how to effectively work from home. We 
recruited and trained a new specialist energy 
adviser, started delivering training and 
workshop events online, and built a large 
number of online tools to support people with 
their energy needs.

We ran three projects during this period: 

Reading Fuel Vouchers Fund
Funded by OFGEM’s Energy Redress Fund, we 
received money to offer to clients who were 
struggling to top up their prepayment meters, 
and were affected by COVID. This fund was 
advertised to other frontline agencies to 
enable referrals into CAR to support their 
clients as well as our own.
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Energy projects
Innovative solutions
We developed and launched two online 
training programmes, one for frontline 
workers and one for consumers. These are 
hosted on Moodle, a free training platform, 
and are available for anyone in the UK to use. 
They are however aimed at people living in 
England, as this is where our STEP 
partnership is based. 

We also launched a suite of energy videos, 
filmed both in Reading and Coventry to 
empower and educate clients on how to 
make small changes in the home. These have 
been used widely in the UK, and have also 
been translated into 4 languages so far and 
used by our European partners. The videos 
went live on YouTube in December 2020, and 
by the end of the reporting period, they had 
been watched nearly 500 times.

We have also produced a large number of 
‘Twitter cards’, highlighting simple ways to 
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save money on gas and electricity in a number 
of scenarios. These are used on our Twitter 
feed.

All of this was built specifically as part of STEP. 
However these tools are being used in 
multiple projects and will have a life at the end 
of STEP, continuing to support consumers and 
frontline workers in the battle against energy 
poverty.

https://uk.stepenergy.eu/
https://uk.stepenergy.eu/
https://www.youtube.com/channel/UCQAKEKxRjZypDS2d7UWE1BQ/videos


Energy projects
Supporting the local community
We recruited a new caseworker in July 2020 
and, after an intensive training period, she has 
been offering high quality advice by phone, 
and on occasion by video call. We also 
recruited a project administrator and 
redirected the work of the business 
development lead to support the STEP project. 
With this small but effective team we have 
started to make a real difference to the lives of 
people in Reading.

Throughout this period and across our 
projects we supported 202 clients with 924 
issues. We gained income for our clients of 
almost £41,000, £10,000 of which was in the 
form of fuel vouchers, the rest in savings to 
clients. 

After a very slow start, where most local 
agencies were still finding their way under the 
changing Covid environment, we started 
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delivering training to frontline workers in early 
2021. We delivered 5 sessions to 26 frontline 
workers, across a range of areas including 
advice, health and support workers. These 
events are gaining pace through 2021 and we 
continue to build our networks to support the 
local community. We expect to restart 
consumer group delivery as restrictions ease 
and in a Covid secure way. 

Energy project stats

and gained

£41,000 
for them

with

924 
different 
issues

We helped

202 
clients



Energy projects
New areas of work
As a result of some successful working 
partnerships in Reading, particularly 
supporting Reading Borough Council to roll 
out their own fuel voucher scheme, we were 
offered the opportunity to bid for some 
funding from the Covid Winter Grant and 
received funding for a new Utilities Project. 
This will not start until the summer of 2021, 
but will offer people in Reading support with 
not only their gas and electricity bills but also 
their water bills and their broadband and data 
bills. This project will enhance the support 
already provided by CAR, and help residents of 
Reading to have more control over their utility 
bills.

At the beginning of 2021 we were invited to 
join the Warmer Homes Sub Group, part of the 
Reading Climate Action Network, to support 
consumers in the transition to Net Zero. 
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We are working with a number of partners 
across all areas, Reading Borough Council, 
climate action groups, and industry, to 
develop recommendations on how to improve 
the housing stock in Reading using available 
grants, while ensuring those in fuel poverty 
are not forgotten. 

It’s been a strange and difficult year, but we 
have all stepped into our new roles supporting 
the local community by phone and virtually, 
and have had some great successes. The 
opportunity to innovate has given us new tools 
and skills that we can take with us into the 
future. The resilience and positivity of the 
energy team in such incredibly difficult times 
has been nothing short of inspirational and I 
am so proud of them all.

Astrid Aldous
Energy Projects Manager



Training and development
HR, training and development
Our HR and Training team continued to 
recruit, train and develop our volunteers and 
staff internally. This year our team rose to the 
challenge of doing all this online.
 
Recruitment and internal training
During 2020-21 we recruited and trained 16 
new volunteers and 7 paid members of staff in 
addition to 4 new trustees. 

For the first time this year 5 of our new 
volunteers, students from Reading University, 
were recruited to become dedicated 
telephone advisers.

We continue to aim to recruit staff and 
volunteers from a wider range of backgrounds 
to better reflect our client profile. In addition 
to the new role training, 3 Advisers were 
selected from our existing volunteers to 
receive further training to Level 2 standard.
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Continuing Professional Development
To support our staff and volunteers in their 
continuing professional development and to 
further our Equality strategy, training has been 
provided on a range of topics including 
Working Smart from Home, Unconscious Bias, 
Employment, Benefits, Debt and Mental 
Health. In addition, in October we learnt a 
great deal from an outside speaker, the 
Operations Manager from Berkshire Women's 
Aid.

It was an interesting experience as we learnt 
how to effectively deliver training via Google 
Meet for up to 60 attendees. This was more 
successful than we expected as we could not 
have previously trained this number in person.
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New volunteers:
2 Admin Support / Receptionists
14 Level 1 Advisers
4 Trustees
 
Existing volunteers progressed and 
became:
3 Level 2 Advisers
 
Paid staff:
7 part time roles

This year we recruited and 
trained:



At the beginning of the year we took part in 
the successful Save the Lifeline campaign 
which resulted in the government extending 
the additional weekly £20 Universal Credit 
uplift added to support people during the 
pandemic. Our CEO emailed both our MP’s 
using the NCA template. Both Alok Sharma 
and Matt Rodda replied and I am pleased to 
say that Matt Rodda’s positive response was 
recorded in NCA’s national Research and 
Campaigns newsletter.

Our energy team promoted Green Home 
Grants, a government scheme to encourage 
energy efficiency in people’s homes, both on 
CAR’s website and with the Warmer Homes 
Subgroup, (a part of Reading Climate Action 
Network). 

However as we became aware of a number of 
scams seemingly associated with the scheme, 
we posted a warning on our website and 
provided a link to advice about spotting and 
reporting scams.

All local Citizens Advice offices send 
anonymous evidence forms to National 
Citizens Advice (NCA) detailing issues affecting 
their clients. Based on this objective evidence 
we work for change both locally and nationally 
not just for our clients but for the whole 
community. 

This year we worked with NCA on three 
important campaigns.

National Consumer week is an annual event. 
This year we focused on buying online. 
Although many people bought more things 
online during lockdown a survey found that 1 
in 3 were unaware there was a difference in 
their rights when buying online compared with 
buying in a store. 

We posted information on CAR’s website 
covering people’s right to return items, what 
can be done if there is a problem and how to 
shop safely.

Campaigning for change
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Other Activities
This year our Advice Services Manager worked 
with both RBC and the Department of Work 
and Pensions (DWP) to produce a more 
proactive procedure for identifying severely 
disabled people who might be missing out on 
extra money because they hadn’t claimed 
Attendance Allowance or the Severe Disability 
Premium element of their means tested 
benefits. 

She also participated in fortnightly meetings 
with RBC and other representatives from the 
voluntary sector looking at Social Inclusion. 
The aim is to ensure we are working 
collaboratively to meet the needs of the 
community in Reading. 

She is now part of a sub group which has been 
given the task of considering what support is 
needed for people in Reading who are facing 
financial difficulties.

Campaigning for change
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Our Macmillan Team who support people with 
cancer were invited by the DWP to take part in 
their review of the service user’s experience of 
the Personal Independence Payment (PIP) 
claims process. They were also invited to 
comment on the new digital process for 
claimants and how it would relate to their 
client base. 

Top 3 issues raised

10%
housing

22%
Utilities and 
comms

35%
benefits



Client case study 1
Background
Talia* had been an immigration client for 4 
years. Intensive casework support has been 
given to her since August 2020 when her 
husband received an 8 year prison sentence. 

As a result of this sentence, Talia now had:
● No income (she had previously had two 

jobs but had to give up work to look after 
her 2 children) 

● No valid visa
● No recourse to public funds - so she could 

not claim benefits 
● No tenancy – the social housing tenancy 

was in her husband’s sole name 
● Threat of homelessness as rent arrears 

were building up on the rent account 
● Substantial debts 
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How we helped
The Immigration and Housing Debt Teams 
worked together to arrange food parcels until 
Talia could claim benefits and further parcels 
until Universal Credit was in payment. They 
(with permission), explained Talia’s situation to 
her social housing landlord and told them that 
her husband would write to ask for the 
tenancy to be transferred to her. They 
accessed legal aid for Talia’s husband to 
appeal against possible deportation at the end 
of his sentence and repeatedly chased the 
Home Office for a decision on Talia’s visa and 
involved her local MP. 

Outcome
Two months after the prison sentence, Talia 
was granted a visa extension and given access 
to public funds. Our Help to Claim Team 
immediately helped her to make an 
application for Universal Credit. They then 
supported Talia with the the difficulties which 
arose after making her claim.* not the client’s real name



Client case study 1
Going forward
Talia’s first UC payment was made in early 
December. The priority for our casework now 
is: 
● A letter from her husband is now with the 

landlord waiting for decision on the 
transfer of the tenancy. If the transfer is 
agreed, we will help Talia get a housing 
element paid within her UC.

● If tenancy is not to be transferred, we will 
support Talia through any possession 
action and homelessness claim.

● To help Talia set up regular payments for 
priority expenditure and with Council Tax 
Support in place, agree future payments. 

● Our Debt Team will now take over work on 
Talia’s debts. They will agree an income 
and expenditure budget, and help Talia 
contact her creditors. Arrangements for 
either affordable repayments or 
consideration of other debt solutions will 
be looked at.
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Talia sent us an email on Christmas Eve saying:

“Just want to say a big Thank you to you and 
your team, for support and assistance given to 
me during my time of difficulty, I really 
appreciate it, would not know how and where 
to start, if I hadn’t come to Citizens Advice 
Reading.”



Background
Ali* came to CAR for energy advice. He had 
energy debts of almost £5,000. His bills 
showed he used 17,000 kWh of electricity per 
year - which is more than twice what you'd 
expect to see for a client with storage heaters. 
Ali believed he didn't use that much electricity 
and couldn't understand why the bills were so 
high.
 
How we helped
After a thorough investigation by our Energy 
Caseworker we found that Ali had been 
incorrectly submitting his meter readings to 
suppliers for a number of years, leading to 
massive overcharges and therefore debt.
 
Our Caseworker helped Ali to understand how 
to use his storage heaters effectively and how 
to correctly read his meters to save money 
and reduce the risk of overcharging in the 
future. She also spoke with the energy 
supplier at great length to explain the 
situation. 

Client case study 2
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Outcome
As a result of this Ali has received a rebate 
from the supplier of £1,020. They are also 
going to remove the problematic meter that 
led to this problem and will install smart 
meters. 

* not the client’s real name



Well its difficult to quantify really being 
as I dont know how things will 
eventually turn out but I can say that 
the help I received from Citizens 
Advice certainly helped alleviate the 
panic and pointed me in the right 
directions - now all I have to do is wait. 
The help was/is very much appreciated 
though and things could definitely 
have been alot worse without it. (sic)

Very helpful found out things I didnt 
know about and how to go about 
sorting it out. (sic)

The lady that attended to my query 
was extremely helpful and I was sent 
by email all the information regarding 
to my enquiry.
Thank you

I thought everyone I spoke to was 
incredibly helpful. Although I haven't 
been able to resolve my issue with my 
employer yet I feel confident in the 
advice I have been given and know 
what next steps need to be if required.

The adviser was very understanding to 
my problem and very professional 
talked me through the steps and my 
choices

CA is a great services! (sic) People like 
me need it. In my case the lingering 
problem has not be solved due to me. 
As already stated I am not ready to 
deal with it right now. That said the 
advice CA gave me helped me to 
resolve part of the problem to give me 
some breathing space.
I would recommend CA highly to 
anyone.

What our clients say
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Our finances
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Income
£668,127

Expenditure
£658,690
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This information is a brief summary of 
the full audited accounts for the year 
ended 31 March 2021, which can be 
obtained from Citizens Advice 
Reading.

Total Reserves as at 31 March 2021 
include Unrestricted Reserves of 
£202,874 and Restricted Reserves of 
£13,699 (31 March 2020 £207,136)

Total funds Total funds
2021 2020

£ £
Income from:
Charitable activities 576,182 447,279

Donations and legacies 90,148 89,749

Other income 77 21,930

Investments 1,720 3,249

Total income 668,127 562,207

Expenditure on:
Raising funds 21,128 17,787

Charitable activities:

Staff costs 462,387 392,097

Premises costs 113,124 113,534

Support costs 51,526 46,009

Transfers to others 10,525 -

Total expenditure 658,690 569,427

Net income/expenditure 9,437 (7,220)

Total funds brought forward 207,136 214,356

Total funds carried forward 216,573 207,136



For the Financial Year 2021 (FY21) our Trustees 
planned a deficit of £33k, to be funded out of 
reserves.

Due mainly to the receipt of a National Lottery 
COVID Community Fund grant during the year, 
which included an amount of £28k to cover 
unrestricted losses, and to additional income 
generated supporting the NCA Adviceline 
initiatives, we recorded a surplus of £9k for 
FY21, a much-improved result for the year 
than expected.

As has been the case for several years there 
remains uncertainty concerning our mid and 
long-term income streams as much of the 
income is based on short and mid-term 
service contracts and our finances have been 
supported by the receipt of one-off grants, 
that are not certain.

Treasurer’s report to the AGM
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With this in mind the Trustees decided to 
adapt the reserves policy increasing the 
minimum level of free reserves required to a 
target range of between 4 to 6 months of 
anticipated cash flow expenditure. Up from a 
minimum of 3 months in the previous policy, 
this should provide better cover our service in 
the case of a temporary shortfall of income.

Furthermore, whilst continuing to work on 
measures to generate sustainable sources of 
income, we performed a review and 
implemented a number of changes to our 
organisational structure following the FY21 
year end. This will to save costs and ensure 
that our future financial position remains 
solid. 

  
Andrew Edger, FCA
Treasurer
October 2020 -



Our volunteers
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Angela J Dorothy W * Jessica E Michael N Sue P
Angela W Farideh M Jill M * Mohammad A Ted T
Anindita S Farrah K Jim F * Nick A Theresa C
Anisha A Fiona A Joan C Pat D Tim B
Ann D * Gavin W John M Polly G Toby B
Anne W George E * John M Richard F Tom Y *
Bill H * Gill W John S Richard T * Virginia T
Billie B Graham C Jon P Rob R ° * Zainab I *
Carol S Gulya M Judith S Rob W
Charlotte F Heather B Julia B Ron S
Charlotte G Ian M * Kasia F Rukshi B
Chloe L Jackie D Kate A Ruth J
Chris B James A Lee G Sam E
Chris B Jan R Libbie M Seonghye M
Chris G Janet B Linda G Shereen H
Claire N Janet M Linda M Shirl S
Clare P Janet R Liz N Shirley J
David M Janice A Margaret G Shirley V
David R * Jasmine B Margaret W Simon S
David S Jean A * Megan L Sofia A
Dennis B * Jenny H Melat M Sonia J

° volunteer 
representative
on Trustee Board
* left the 
organisation
after April 2020



Chief Executive Team Leaders HR Manager
David Harper (- Aug 2020) * Debbie Sinclair * Jo Showell
Sue Richards (Aug-Dec 2020) Fraser Gleave
Tina Stevenson (Jan 2021 -) Helen Warren Training Team

Karen Morris Kathy Reid
Advice Services Manager Nick Vincent
Sue Richards Terry Dodd Strategic and Services 

Development Manager
Specialist Caseworkers Business Development and Michala Blackwell
Clive Vinall ~ Projects
Gerry Devine-McGovern Astrid Aldous Finance, Facilities and 

Systems ManagerJashu Mushens Denise Booth ~
Judy Gillis * Holly Mills * Phil Cawthorn
Kate Frankel Jenny Neagle
Lesley McGuire Melissa Bright Administrator
Michael Mikhalev * Rachel Morgan Helen Pellatt *
Nazia Aslam Sarah Rooke Soumya Rao ~
Nicki Mackenzie-Smith Ting Ting Chan
Suzanne Stait
Yasmin Ben-Umar *

Our staff
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~ also a volunteer
* left the organisation after 
April 2020



Chair Mahboob Rashid *
Marie French (Oct 2020 -) Sam Juthani ^
Richard Harrison (- Oct 2020) *

Reading Borough Council 
Vice Chair representatives
Alex Wilson Cllr Helen Manghnani

Cllr Liz Terry
Treasurer Cllr Micky Leng
Andrew Edger FIA (Oct 2020 -)
Bob Adams FIA (- Oct 2020)

Trustees
Abdul Loyes *
Bob Adams FIA (Oct 2020 -)
Christine O’Hare ^
Clayton Ndoro
Douglas Weekes
Harriet Smith ^
Ian Curtis-Nye ^
Janet Le Patourel
Kevin Cooney

Our trustees

32

^ joined the Trustee Board 
in January 2021
* left the organisation 
after April 2020



Thanks to all our supporters

Contracts
Berkshire Community Foundation
Big Energy Saving Network
British Red Cross
Catalyst Housing
Energy Saving Trust 
European Union's Horizon 2020 programme
J Davy Foundation
Macmillan Cancer Support
National Lottery Community Fund
Reading Borough Council
Thames Water Trust
The Earley Charity
The Henry Smith Charity
The Shanley Foundation
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Donations
Earley Town Council
Reading Rotary Club
St Michael's Parochial Church
TDK Epcos (UK) Ltd.
The Englefield Charitable Trust
Tilehurst Parish Council
Waitrose

Solicitors who provide pro bono support
Careys Law
Clifton Ingram LLP
Pitmans Law

Many people are not aware that we are a charity and we are grateful to the following 
organisations whose support enables us to continue to provide and expand our services:



Free, confidential advice.
Whoever you are.
 
We help people overcome their problems and
campaign on big issues when their voices need
to be heard.

We value diversity, champion equality, and
challenge discrimination and harassment.

We’re here for everyone.

Adviceline: 0808 278 7819
www.rcab.org.uk
www.citizensadvice.org.uk
 
Citizens Advice Reading
Minster Street
Reading
RG1 2JB
 
Charity Registration No. 1042542 Company Registration No. 2967121

http://www.rcab.org.uk
http://www.citizensadvice.org.uk

