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Worcester Citizens Advice Bureau &
WHABAC

Report of tha Trustees
for the Year Ended 31st March 2021

The trustees, who are also directors of the charity for the purposes of the Companies Act 2006, present their report withthe financial statements of the charity for the year ended 31st March 2021. The trustees have adopted the provisions ofAccounting and Reporting by Charities: Statement of Recommended Practice applicable to charities prepariing theiraccounts in accordance with the Financial Reporting Standard applicable in the UK and Republic of Ireland (FRS 102)(eifective 1 January 2019).

OBJECTIVES ASID ACTIVITIES
Objectives and aims
The Charity's objects are to promote any charitable purpose for the public benefit by the advancement of education, theprotection and preservation of health and the prevention of poverty, sickness and distress in particular, but withoutlimitation, for the benefit of the community in and around Worcester City, Worcestershire, Herefordshire andsurrounding areas.

We aim to:

Provide the advice people need for the problems they face
Improve the policies and practices that affect people's lives
Help prevent homelessness through advice, advocacy, practical assistance and support to those in need

Significant activities
The Charity provides free, confidential, impartial and independent advice and information for the benefit of the localcommunity and seeks to exercise a responsible influence on the development of social policies and services and toensure individuals do not suffer through a lack of knowledge or inabi/ity to express their needs effectively. In addition theCharity provides advice; information, practical assistance and support, through the operation of a "SmartMove" depositguarantee scheme and 'SmartLets" social lettings agency, to the single homeless and those at risk of homelessness inWorcestershire.

These services are delivered to users from our main premises in the Hopmarket and Lowesmoor in Worcester andOwen Street in Hereford. General advice services are also provided at a number of other locations within Worcester Cityincluding at St. Richards Hospice and also in Ross on Wye in Herefordshire.

The Charity also provides other services across Worcestershire, Herefordshire and in Gloucestershire; these relate tospecific client groups or specialist advice services. We provide specialist advice under contract to the Legal Aid Agencyin housing law to include a Housing Possession Court Desk Scheme in Kidderminster and Redditch as well asWorcester and Hereford County Courts. We also operate our SmartMove and SmartLets schemes to provide assistanceto the single homeless in a number of districts in Worcestershire. We also deliver a Macmillan welfare benefits adviceservice for those with a cancer diagnosis, their families and carers across Worcestershire (in partnership with CitizensAdvice Wyre Forest) and in Herefordshire. Services delivered in locations other than our 3 main sites are generallyprovided at premises of partner agencies and/or through home visits to clients. In addition the Charity provides the faceto face element of the Pension Wise guidance service to eligible clients in Worcestershire, Herefordshire and theCheltenham and Gloucester areas of Gloucestershire as part of a national contract held by Citizens Advice. This serviceis delivered from our own premises and partner locations in the main population centres of the areas covered.
Covid-10 Pandemic - Changes to Service Delivery During 2020/21
During 2021-21 we suspended our face to face drop in, scheduled face to face advice and SmartMove appointments atour Worcester Offices.

We completely reorganised our working practices to not only make changes in the delivery of our advice services, butalso to restructure our Information, Technology and Communication resources to allow our staff and volunteers to workfrom home. These changes were put into place across all our services in Worcester, Herefordshire and surroundingareas. During 2020-21 we operated a remote telephone advice service in Worcester and Herefordshirs through atelephone advice service, 'text and ring back' service and email service. This was delivered by volunteers, and staffremotely working from their homes.

In Worcester our Volunteer Advisers contributed to the Citizens Advice Worcestershire Advice line which is staffed byvolunteer advisers from all Local Citizens Advice across the county of Worcestershire. This was changed to aFrsephone number during 2020/21. We also arranged a facility for Worcester based clients to leave messages so theycan be called back if they were unable to wait for their call to be answered or if the line was busy. This was in additionto our 'text and call back' services and our email advice service.

In Herefordshire our telephone advice contact number, staffed by home working volunteers was open 3 days a week, inaddition to our 'text and ring back' service and smail service. Later in the year we were able to secure grant funding fromCitizens Advice and other sources to enable us to purchase internet voipfones for afi of our volunteers, which enabledour volunteers to provide continue and increase the advice services that they were delivering from their own homes.
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Report of the Trustees
for the Year Ended 31st March 2021

OBJECTIVES AND ACTIVITIES

During the year we had up to 43 volunteer advisers on a rota and working from home across Worcester andHerefordshire providing supervised telephone advice directly to clients and making referrals to our specialist services(all of which provided advice and casework by telephone and email). Our specialist services included Welfare BenefitsCaseworkers (The Law School Project in Worcester), Money Management Advice, Universal Credit Help to ClaimAdvisers, Debt Caseworkers, Welfare Benefits Caseworkers and Macmillan Benefits Caseworkers for Cancer patientsand their families and Advice with extra Support for vulnerable dients. Staff delivering our Specialist Services alsoworked from home during the pandemic.

In addition, we recruited 25 new advisers in Worcester and 11 in Herefordshire, all of whom we trained remotely as aresult of our staff adapting our training so that it could be delivered rersotely.

From August 2020 we completed risk and health and safety assessments which enabled some of our staff to work fromour Lowesmoor Office in Worcester and our Herefordshire Oflice over 3 days each week. As a result, we were able tooffer clients pre-arranged face to face appointments where it was clear that these were needed in order to progress theclient's case in order to resolve the problems they faced. This initial return to face to face advice was however scaledback from 4 January 2021 and its resumption was postponed until 2021/22 during which it would be resumed when it issafe to do so.

Public benefit
The trustees confirm that the charity has complied with the duty in section 17(5) of the 2011 Charities Act to have dueregard to guidance on public benefit when reviewing its aims and objectives and in planning future activities.

Contribution of Volunteers
The Charity receives help and support in the form of voluntary assistance in advising the public and administering thecharity. Generalist advice is provided almost entirely by volunteers and without their time and commitment we would beunable to deliver this service. During the last 12 months we recruited and trained 36 new volunteers in our sites inHerefordshire and Worcester City. In total 119volunteers contributed approximately 28, 186 hours of work to the charityin 2020/21 This is roughly the equivalent of over 14.65 full-time posts; we estimate the value of this help at aroundf470,000 per annum.

Ensuring our work delivers our aims
The Charity reviews its aims, objectives and activities each year. This review is undertaken as part of an overall reviewof our service strategy and business plan. The review looks at the outcomes achieved from our activities and thet&enefits to users of our services and those we aim to help. This review helps us to ensure our aims, objectives andactivities remain focused on our stated purposes. We have referred to the guidance contained in the CharityCommission general guidance on public benefit when reviewing our aims and objectives and when planning futureactivities. Specifically, we consider how planned activities will contribute to our overall aims and objectives.

ACHIEVEMENT AND PERFORMANCE
Charitable activities
Worcester Citizen Advice Bureau and WHABAC was brought about following the merger of Worcester CAB andWorcester Housing & Benefits Advice Centre on the 1 April 2009. The main areas of charitable activity are the provisionof advice and support. Advice services are largely delivered through the provision of a Citizens Advice Serviceenhanced by additional projects targeted at specific groups in need and the provision of legal help in housing matters forthose eligible. In addition, we provide practical assistance and support to the single homeless to secure and retainsuitable accommodation. These areas of activity are complementary to each other and are undertaken to further ourcharitable purposes for the public benefit.

In total during the year 12,243 individuals have benefitted from our services. This is very dose to last year's figure(12,692 individuals in 2019/20) and this was achieved despite the fact that major changes were made in the way wedeliver services due to the Covid-19 Pandemic, such as the suspension of all face to face advice services (including our'open door' drop in open four days each week in Worcester). If we include dependents, spouses and partners, thisfigure of 12,243 individuals rises to over 25,000 people. Over the last 12 months the proportion of clients who are aged50 years or over, (who represent 58% of all clients helped) has remained similar to last year (57% in 2019/20). Inaddition, the number of clients with a disability and/or long tenn health condition has reduced slightly to 40.5% of allclients when compared to last year's figure of 42% of all clients, We dealt with 13,127 individual enquires during theyear resulting in around 28,877 contacts made with or on behalf of clients including telephone contacts and those madevia letter, email and face to face contacts. Over 27,000 separate issues were recorded, with 55% of these relating to the3 advice areas of Benefits. Housing, and Employment. Debt and Financial Capability also represented a signNcantarea of advice representing 22%.

Page 3



Worcester Citizens Advice Bureau &
WHABAC

Report of the Trustees
for the Year Ended 31st March 2021

A more detailed report on our main areas of activity follows below:

Advice Services
In addition to the general advice services provided to the public we also delivered a number of other advice services,targeted at specific client groups or those in particular circumstances. The performance of these services is outlinedbelow:

685 clients received help from the Macmillan wetfare benefits advice service for those with a cancer diagnosis,their families and carers across Worcestershire (in partnership with Citizens Advice Wyre Forest) and inHerefordshire. The total financial gain for clients and their families during the period was 52,869,489.
We were also able to open 80 new welfare benefits cases for clients duriing the year. This work is provided inpartnership with students from Worcester University Law School (with financial support from WorcesterMunicipal Charities). Students volunteering receive training, ongoing supervision and support to deliver thiswelfare benefits casework service to clients. 131 clients received advice and assistance from the project in theyear and the total financial gain for clients in the period was over 6750,000.

Funding from the Money Advice Service to deliver face to face debt advice allowed us to assist 855 new clientsduring the year, resulting in debts of more than F900,000 being written off or rescheduled.

Funding from the Department of Work and Pensions to deliver face to face and telephone advice to advisedients on entitlement to Universal Credit and to provide assistance to claim and ensure receipt of theirentitlement to Universal Credit. This enabled us to advise and assist 1355 clients.

61 individuals received help at court with Housing Possession Cases at Worcester and Hereford County Courtand/or received help with Housing Casework through our Covid-19 Lottery Funded Housing Caseworker andthrough student volunteers at court funded by our Covid-19 Lottery Grant. This Advice and assistance wasprovided from October 2020 - March 2021, following the lifiing of the suspension on Court Hearings fromOctober 2020.

266 Individuals received Benefits Advice and Casework (afier the suspension on Disability and Incapacitybenefits was lified) or some Casework Help (in the form of assistance to contact third parties) to resolve acomplex Generalist Advice Enquiry. This Specialist Help was provided by our Covid-19 Lottery Funded BenefitsCaseworker and Generalist Adviser/Caseworker to assist clients with complex problems and casework fromSeptember/October 2020 following the first lockdown and during the second and third lock downs.

Pension Wise
Worcester CAB & WHABAC is one of 38 local Citizens Advice who have been delivering the government's Pensionwiseservice for the last six years. Launched in April 2015, Pensionwise was a new guidance service set up to help peopleunderstand their options under the pension freedoms.

In partnership with Shropshire, Wolverhampton and Coventry local Citizens Advice, delivers Pensionwise appointmentsto people aged 50 and over with a defined contribution pension.

Key statistics
For 2020/21, Pensionwise has delivered 77,631 appointments across the service in England, Wales and NorthernIreland.

People visiting Pensionwise have remained highly satisfied with the guidance they are receiving with satisfaction ratingsremaining consistently high. For 2020/21, Citizens Advice achieved a satisfaction score above 95'%%d.

Fundralsing activities
The charity has a Virgin Money Giving account which it uses to receive donations from the general public. This facility isadvertised on the charity's website.

During the year we also raised money using Crowd Funding on the Crowd Fund Worcestershire/Spacehive Website inorder to fund equipment for use by our Worcester Service in order to help our volunteers deliver remote advice fromtheir homes. This included grant contributions from Worcester City Council and also Worcestershire County Council, inaddition to pledges from members of the public.

The charity does not actively solicit members of the public for donations, either directly or using a professionalfund-raiser. As such the charity is not bound by any voluntary scheme for regulating fund-raising.
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Report of the Trustees
for the Year Ended 31st March 2021

ACHIEVEMENT AND PERFORMANCE
Services for the Single Homeless:
Citizens Advice Worcester provides a number of private rented sector access schemes aimed at the prevention ofhomelessness among single people and childless couples; these services are centred on the "SmartMove" depositguarantee scheme and "SmartLets" social lettings agency. The main focus of this work is in Worcester City but we alsoprovide assistance to single homeless people in other locations in the County. These schemes provide practicalassistance and ongoing support to those who are homeless or at risk of homelessness to secure and retain suitableaccommodation. The main achievements and performance of these schemes over the year are outlined below:

There were 258 applicants to our private rented sector access schemes last year, 165 from Worcester City and97 from other districts in the County. All applicants received advice and assistance relating to their housingsituation. In total 90 were helped to secure and settle into suitable accommodation and 81 of these were housedin properties managed by SrnartLets or through the provision of a deposit guarantee bond.

98'/o of applicants have a level of vulnerability in addition to the risk of homelessness, most with more than onecontributing issue. The most common were: a history of homelessness, a history of offending, mental ifi health,drug and/or alcohol problems and poor physical health.

The SmartLets social lettings agency had 62 properties providing 100 units of accommodation undermanagement at the end of March 2021.

In total as at 31 March 2021 there were 166 tenancies across Worcestershire where Citizens Advice Worcesterhad either provided a deposit guarantee bond to the landlord or was directly managing the property through theSmartLets agency.

FINANCIAL REVIEW
Financial position
Total incoming resources for the year were 21,562,086 (2020: 61,474, 101), an increase in total income of 687,985compared to 2019/20. This increase was largely accounted for by funding received that was made available as a resultof additional demand for advice due to the Coronavirus pandemic.

Expenditure decreased for the year to f1,466,575 from 61,469,559 in 2019/20, due to lower property rental, reimbursedexpenses and equipment and repair costs.

Total funds canied forward were 61,582,463 (2020: f1,486,952) of which 61,047,748 (2020: 6996,926) wereunrestricted funds, this includes 6597ri26 (2020: 6597,126) in fixed assets representing three social investmentproperties providing accommodation for the single homeless, following the purchase of a further social investmentproperty towards the end of 2019/20.

The future is uncertain in relation to a number of current project funding grants, although there has been no significantloss of income over the last 12 months. Most grants relating to the provision of "core" services are awarded on anannual basis and project funding has been subject to annual renewal and extension over the last 12 months. Theseagreements will come to an end during 2021/22 with no certainty over their continuation.

The future overall financial position remains challenging and uncertainty at the end of 2020/21 has been increased as aresult of the Covid-19 Emergency which may affect grants fiom local funders for our core services. Trustees have for anumber of years recognised the difficulties in sustaining grant funding at current levels and have continued their strategyof investment to both reduce costs and generate income from charitable activities. Most significantly this has includedinvesting in the acquisition of suitable properties to provide accommodation for the single homeless which also generatean income from rents for the Charity to meet the running costs of the project.

Principal funding sources
The Charity is funded from a variety of sources both statutory and charitable.

The largest single source of funding was the grant from Worcester Municipal Charities CIO of F173,381 (2020:9168,658). Worcester Municipal Charities CIO also provide rent free commercial premises which is valued at 655,440(2020: f37,360). In addition, 39 units of accommodation for the homeless are managed by Worcester Citizens AdviceBureau & WHABAC on behalf of Worcester Municipal Charities. A management charge of 15&1 of the rent received isretained by the charity totalling 630,809 (2020: F26,976) which contributed towards the cost of our work with the singlehomeless. Worcester Municipal Charities are the most significant contributor to meeting the costs of the charity's coreactivities in Worcester. The Charity would like to acknowledge their gratitude to the continued support of WorcesterMunicipal Charities.

The Eveson Trust provides a funding contribution to the cost of our work with the single homeless in Worcester. Inaddition, The John Martin Charity funds similar work in Wychavon. Wyre Forest District Council also fund projectsworking with the single homeless in Wyre Forest.
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FINANCIAL REVIEW

Worcestershire County Council also contributed funding to the provision of core advice services delivered by the Charityas part of the Worcestershire Advice Network (WAN), this also included some additional funding for equipment in orderto assist our staff and volunteers deliver our services remotely due to the Covid-19 Pandemic. In addition, Worcester
City Council funded core services in relation to the contribution made to preventing homelessness in Worcester and
specific initiatives to provide services to the single homeless.

Substantial grants were also received via Citizens Advice from the Money and Pensions Service to provide debt advice
in Worcester City and Herefordshire and from the DWP for the delivery of the face to face element of the Governments
Pensionwise service in Worcestershire, Herefordshire and the Cheltenham and Gloucester areas of Gloucestershire. In
addition, a further grant was received via Citizens Advice from the Department for Work and Pensions to fund the new
Universal Credit - Help to Claim Service in Worcester City and Herefordshire to provide dients with advice on
entitlement and assistance to claim Universal Credit.

A number of organisations provided funding specifically for advice work with particular client groups. These include St.Richards Hospice in Worcester, for those receiving their care and Macmillan Cancer Support for those with a cancer
diagnosis and their families in Worcestershire and Herefordshire. We also continued to receive payments from the
Legal Aid Agency to cover the cost of legal advice on housing matters, provided under contract in the two counties. We
also receive a grant from the Laslett's Charity to advise and provide a level of support and casework to vulnerable
clients with complex problems.

Delivery of "core" advice services in Herefordshire is funded from a number of sources including the Henry Smith
Charity, Herefordshire Housing, Ross Town Council, Hereford City Council, Bromyard Town Council, The Hope Centre-
Bromyard, and the Philippe Southall Trust. Income received relating to the "core" service in Herefordshire is"ring-fenced" to ensure expenditure is directly related to our activities in the County.

As a result of grant funding made available to tackle the challenges of the Covid-19 Pandemic we received additional
funding from The Worcester Community Foundation, towards maintenance of our staffing levels and for equipment in
order to assist our staff and volunteers deliver our services remotely. We also we also raised money using Crowd
Funding on the Crowd Fund Worcestershire/Spacehive Website in order to fund equipment for use by our Worcester
Service in order to help our volunteers deliver remote advice from their homes. This included grant contributions from
Worcester City Council and also Worcestershire County Council, in addition to pledges from members of the public

We also received Covid-19 Funding for Herefordshire from The Herefordshire Community Foundation Covid-19 Fund
towards maintenance of our staffing levels and for equipment in order to assist our staff and volunteers deliver our
services remotely.

During 2020/21 we successfully applied for additional funding for September 2020 to March 2021 from The National
Lottery Covid-19 to ensure we could maintain stetting levels to meet the demand for advice during the pandemic. This
funding included a budget for employing additional temporary staff to deliver specialist advice in Benefits, Housing and
to support clients who needed some casework in order to deal with third party agencies to resolve their problems inother advice areas. This service was operated alongside our core service to ensure we helped as many clients as
possible during the pandemic.

We were also supported by the Charity Crisis during the year who provided Covid-19 funding for a project thatcommenced in July 2020 to enable us to maintain and increase our capacity to meet the challenges of finding
accommodation for the single homeless during the Covid-19 Pandemic.

Reserves policy
The Trustee Board has considered the Charity's requirements for reserves in light of the main risks to the organisation
and its future plans. It has established a policy that the unresbicted funds not committed, or invested in tangible fixedassets held by the Charity should be between 3 and 6 months' operational expenditure.

Budgeted operational expenditure for 2021/22 is f1,331,673 (2021: f1,222,409) (excluding SmartLets property costs);the level of reserves required is therefore between f332,918 and f665,837 (2020: f305,602 and f611,301). TheTrustee Board reviewed the level of reserves held during the years 2017/1 8 and 2018/1 9. This review took into account
the unrestricted fixed assets, consisting of social investment properties, which could be sold in the event of any serious
existential threat to the Charity.

As a result of the review the Trustee Board decided to reduce the level of reserves held to nearer to the lower, 3-month
figure and they reduced cash reserves through the purchase of a further social investment property which was
completed during 2019/20.
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FINANCIAL REVIEW

The lower level of reserves held is considered by the Trustee Board to be sufficient, in the event of significant reductionsin funding, to meet any outstanding commitments and maintain activities at a reasonable level, while efforts to replacelost funding and/or identify and secure alternative sources of income are undertaken. This will allow, if necessary, for amanaged reduction in services and resources to minimise the impact on the Charity and its beneficiaries in the short tomedium term.

Unrestricted funds currently stand at 51,047,748 (2020: 6996,926); this includes lixed assets of f597, 126 (2020:6597, 125), 65,104 (2020: 65,104) of proposed spend on fixed assets, 620,000 designated for the replacement of ITequipment and 230,000 to meet the cost of repair and redecoration of the Charity's premises. A further 647,406 hasbeen designated to deliver services in Herefordshire.

The present level of reserves available to the Charity therefore stands at f395,608 (2020: 6348,068) (comprising thegeneral fund of 6184,746 (2020: 6167,158), redundancy fund of 6163,456 (2020: 6130,223) and the designatedHerefordshire fund of f47,406 (2020: 647,406) which represents over 3 months budgeted expenditure.

In addition, the Charity holds specific funds to cover possible liabilities in relation to the operation of its private rentedsector access schemes, SmartMove and SmartLets to include potential losses against deposit guarantee bonds issuedto landlords through the SmartMove scheme and meeting leasing commitments and any repairs for which we areresponsible in relation to SmartLets properties. The value of these funds is reviewed on an annual basis in line withidentified possible liabilities going forward.

The Trustee Board want to maintain healthy reserves in line with their policy, but will continue to monitor the level held,giving consideration to how they can be best used to further the Charity's objectives, both in the short and longer term.

PLANS FOR THE FUTURE
The climate of austerity with cuts in public spending at both the local and national level since 2010, together with futureuncertainty due to the Covid-19 Emergency, has continued to have an impact on the Charity's funding position and thecapacity to develop new projects and services. Over the next 12 months the Charity's initial priority will continue to bethe maintenance of "core" services at the level during 2020/21, to be followed by a plan for a return to face to faceadvice, through the provision of face to face appointments and the return of drop-in services in Worcester. We anticipatethat this will be challenging as a result of three Covid-19 lockdowns during 2020/21 and the necessity of suspendingface to face services as a result. In addition, whilst accepting there is a need for face to face advice, we also need topreserve the improvements made to our telephone service during 2020/21 and any plans to return to face to face advicemust ensure that we do not lose these. Our service however will include a general advice service to the public inWorcester City and Herefordshire and the continuation of the private rented sector access schemes SmartMove andSmartLets, which are focused on preventing single homelessness. We will reinstate face to face service for those clientsthat need this to progress their problems and prevent homelessness. We will also continue to seek additional funding inHerefordshire to commence a face to face drop in service and to increase outreach services across the County. Despiteafi of our plans for the next 12 months we will also ensure that the health and safety of our volunteers, staff and clientswill dictate how the service is delivered.

We plan to increase the number of properties under management by our SmartLets social lettings agency over the next12 months. The further social investment property purchased during 2019/20 provided another 5 units of sharedaccommodation in total. Although we encountered a considerable reduction in referrals to our SmartMove Project at thestart of 2020/21, there was an increase in referrals in the last quarter of the year. We are hopeful that following theCovid-19 Emergency we will be able to increase the number of SmartLets properties further as we are expecting theincrease in demand for properties for the single homeless to continue over the next 12 months.

We are continuing to work closely with WMC over the next 12 months in relation to the expected completion of a further25 self-contained flats developed by WMC, which SmartLets will manage. Due to a number of unexpected delaysincluding most recently the Covid-19 Emergency, the scheduled completion date for this project is now expected to be inJuly 2021. We have also been working with WMC's initial plans to commence a new development of a further 4 flats inold oflice space owned by WMC and previously used by our staff in Worcester. We will also continue to review andimprove SmartLets administration, following the introduction of new property management sofiware during 2020/21.
As a result of the commencement of the Covid-19 Emergency we applied for emergency funding from Crisis, to helphouse single homeless people provided with Emergency Accommodation at the start of the Covid-19. This contractcommenced in July 2020 and will continue into 2020/21. We hope to re-engage our previous successful partnershipswith Crisis and other partners such as Worcester City Council, in order to look for funding opportunities to sustain anddevelop our advice and specialist services to prevent homelessness in Worcester City, Herefordshire and surroundingareas.
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Our three contracts funded by the DWP and the Money and Pensions Services via Citizens Advice; The Universal Credit
Help to Claim Service Pensionwise and Debt Advice Project have been extended for 12 months for 2021/22. Inaddition, our Macmillan contract to provide Welfare Benefits Advice and Casework for people affected by cancer inWorcestershire and Herefordshire has been extended to the end of 2021. We will be working with Macmillan and outpartners at Citizens Advice Wyre Forest to extend this contract from January 2022 and into 2022/23 to continue our
work with cancer patients and their families.

Since taking responsibility for delivering Local Citizens Advice Services in Herefordshire since 1 April 2017, we havereceived premises rent free from Herefordshire Council. There is some uncertainly over the future of these premisesand we are in discussions with Herefordshire Council to look at possible solutions. We therefore intend to develop anew premises policy to secure pmmises that are centrally located, accessible to our clients and affordable over the
medium to long term, in order to deliver and coordinate our activities in Herefordshire. We are also looking to apply forfurther funding in Herefordshire, to develop outreach services across the County in order to make our services moreaccessible throughout afi of Herefordshire.

STRUCTURE, GOVERNANCE AND MANAGEMENT
Governing document
The organisation is a charitable company limited by guarantee, incorporated on 23 February 2009 and registered as a
charity on 11 March 2009. The company was established under a Memorandum of Association which established theobjects and the powers of the charitable company and is governed under its Articles of Association. New Articles wereadopted by a special resolution dated 30 January 2014 and New Articles were again adopted by a special resolution
dated 3 December 2020.

Recruitment and appointment of new trustees
The directors of the company are also charity trustees for the purposes of charity law and under the company's Articlesare known as members of the Trustee Board. The maximum number of Trustees is 15 who may be elected at the AGMor co-opted by the Trustee Board provided the total number of co-opted Trustees does not exceed one third of the totalnumber of Trustees. Trustees are elected or appointed for a periiod of 3 years but may be re-elected.

New Trustees are recruited based on an evaluation of their skills and experience against criteria set by the organisation.The Trustee Board also seeks to ensure that ils composition reflects the diversity of the local community and users ofthe Organisation's services.

Induction and training of new trustees

New trustees are provided with an Induction Pack containing:

- Guidance on the role and responsibilities of Trustee Board Members
- The Memorandum and Articles of Association
- The most recent Director's Report and Audited Accounts- The Charity's current Business Plan
- The most recent Annual Review report

This is followed up with an induction meeting with the Chief Executive and/or Chair, which provides an opportunity toleam more about the work of the Charity, focus on current Board priorities and assess any further training needs. NewTrustees will also be invited to visit the offices when the Charity is open to the public which will allow them to betterundemtand the day to day operation of the Charity and the delivery of its services.

Organisational structure
The charity is governed by a Trustee Board of up to 15 members who meet at least quarterly to conduct normalbusiness.

The Trustee Board is responsible for the strategic direction and policy of the Charity and the Trustees carry the ultimate
responsibility for the conduct of Worcester Citizens Advice 8 WHABAC and for ensuring the Charity satisfies its legaland contractual obligations.

There is a full-time Chief Executive Officer who is responsible for ensuring the Charity delivers the services specifiedand that key performance indicators are met. The day to day operational management of the organisation andsupervision of staff and volunteers is the responsibility of 3 Service Manageis and the Resources and Administration
Manager.

Qualifying third party indemnity provisions
The Ariicles of Association states that, to the extent permitted by Companies Act 2006, the Trustee are indemnified outof the assets of the charity in relation to any liability incurred in their capacity as Trustees of the charity.
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STRUCTURE, GOVERNANCE AND MANAGENIENT
Related parties
The Charity is a member of Citizens Advice, the operating name of the National Association of Citizens Advice Bureaux,
which provides a framework for standards of advice and casework management as well as monitoring progress against
these standards. Operating policies are independently determined by the Trustee Board of Worcester Cab and Whabac
in order to fulfil its charitable objects and comply with the national membership requirements.

The Charity is also a member of a Homeless Link, the national membership charity for organisations who work directly
with people who become homeless in England. The trustees also take active steps to maintain and develop
relationships with local authorities e.g. Worcestershire County Council, Worcester City Council, other distdict councils
within the Worcestershire, Herefordshire Council and town councils within Herefordshire. We also have relationships
with a number of other organisations including the Legal Aid Agency and other charities including Macmillan Cancer
Support, Crisis, Maggs Day Centre, St. Paula Hostel, St Richards Hospice and Worcester Municipal Charities. We are
the lead agency for the Worcestershire Advice Network consisting of the 4 Local Citizens Advice (LCA) in
Worcestershire, North and South Worcestershire DIAL and 2 Age Concern District organisations.

Risk management
The Trustee Board consider the major risks that the charity faces on an annual basis when preparing and updating the
strategic plan. Where appropriate, systems or procedures are in place to mitigate the risks identified. Internal control
risks are minimised by the implementation of procedures for authorisation of all transactions and projects. Procedures
are in place to ensure compliance with health and safety of staff, volunteers, clients and visitors to the Charity. Working
to the standards to meet the Citizens Advice membership requirements, the Advice Quality Standard (AQS), the
Community Legal Service Quality Mark and other quality measures ensure a consistent quality of delivery for all
operational aspects of the Charity. Policies and Procedures are periodically reviewed to ensure they continue to meet
the needs of the Charity.

STATEMENT OF TRUSTEES' RESPONSIBILITIES
The trustees (who are also the directors of Worcester Citizens Advice Bureau & WHABAC for the purposes of company
law) are responsible for preparing the Report of the Trustees and the financial statements in accordance with applicable
law and United Kingdom Accounting Standards (United Kingdom Generally Accepted Accounting Practice).

Company law requires the trustees to prepare fi'nancial statements for each financial year which give a true and fair view
of the state of affairs of the charitable company and of the incoming resources and application of resources, including
the income and expenditure, of the charitable company for that period. In preparing those financial statements, the
trustees are required to:

select suitable accounting policies and then apply them consistently;
observe the methods and principles in the Charity SORP;
make judgements and estimates that are reasonable and prudent; and
prepare the financial statements on the going concern basis unless it is inappropriate to presume that the
charitable company will continue in business.

The trustees are responsible for keeping proper accounting records which disclose with reasonable accuracy at any
time the financial position of the charitable company and to enable them to ensure that the financial statements comply
with the Companies Act 2006. They are also responsible for safeguarding the assets of the charitable company and
hence for taking reasonable steps for the prevention and detection of fraud and other irregularities.

In so far as the trustees are aware:

there is no relevant audit information of which the charitable company's auditors are unaware; and
the trustees have taken all steps that they ought to have taken to make themselves aware of any relevant audit
information and to establish that the auditors are aware of that information.

AUDITORS
The auditors, Richards Sandy Audit Services Ltd, will be proposed for re-appointment at the forthcoming Annual
General Meeting.

Page 9



Worcester Citizens Advice Sureau &
WHABAC

Report of the Trustees
for the Year Ended 31st March 2021

This report has been prepared
to small companies.

Approved by order of the board

in accordance with the special provisions of Part 15 of the Companies Act 2006 relating

,,l 0I I, ]QL .. ,, ,

S Lister - Trustee
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Report of the Independent Auditors to the Members of
Worcester Citizens Advice Bureau &

WHABAC

Opinion
We have audited the financial statements of Worcester Citizens Advice Bureau & WHABAC (the 'charitable company')
for the year ended 31st March 2021 which comprise the Statement of Financial Activities, the Balance Sheet, the Cash
Flow Statement and notes to the financial statements, including a summary of significant accounting policies. The
financial reporting framework that has been applied in their preparation is applicable law and United Kingdom
Accounting Standards (United Kingdom Generally Accepted Accounting Practice).

In our opinion the financial statemenls:
give a true and fair view of the state of the charitable company's affairs as at 31st March 2021 and of its incoming
resources and application of resources, including its income and expenditure, for the year then ended;
have been properly prepared in accordance with United Kingdom Generally Accepted Accounting Practice; and
have been prepared in accordance with the requirements of the Companies Act 2006.

Basis for opinion
We conducted our audit in accordance with International Standards on Auditing (UK) (ISAs (UK)) and applicable law.
Our responsibilities under those standards are further described in the Auditors' responsibilities for the audit of the
financial statements section of our report. We are independent of the charitable company in accordance with the ethical
requirements that are relevant to our audit of the financial statements in the UK, including the FRC's Ethical Standard,
and the provisions available for small entities, in the circumstances set out in note 19 to the financial statements, and we
have fulfilled our other ethical responsibilities in accordance with these requirements. We believe that the audit
evidence we have obtained is sutficient and appropriate to provide a basis for our opinion.

Conclusions relating to going concern
In auditing the linancial statements, we have concluded that the trustees' use of the going concern basis of accounting
in the preparation of the financial statements is appropriate.

Based on the work we have performed, we have not identified any material uncertainties relating to events or conditions
that, individually or collectively, may cast significant doubt on the charitable company's ability to continue as a going
concern for a period of at least twelve months from when the financial statements are authorised for issue.

Our responsibilities and the responsibilities of the trustees with respect to going concern are described in the relevant
sections of this report.

Other information
The trustees are responsible for the other information. The other information comprises the information included in the
Annual Report, other than the financial statements and our Report of the Independent Auditors thereon.

Our opinion on the financial statements does not cover the other information and, except to the extent otherwise
explicitly stated in our report, we do not express any form of assurance conclusion thereon.

In connection with our audit of the financial statements, our responsibility is to read the other information and, in doing
so, consider whether the other information is materially inconsistent with the financial statements or our knowledge
obtained in the audit or otherwise appears to be materially misstated. If we identify such material inconsistencies or
apparent material misstatements, we are required to determine whether this gives rise to a material misstatement in the
financial statements themselves. If, based on the work we have performed, we conclude that there is a material
misstatement of this other information, we are required to report that fact. We have nothing to report in this regard.

Opinions on other matters prescribed by the Companies Act 2006
In our opinion, based on the work undertaken in the course of the audit:

the information given in the Report of the Trustees for the financial year for which the financial statements are
prepared is consistent with the financial statements; and
the Report of the Trustees has been prepared in accordance with applicable legal requirements.

Matters on which we are required to report by exception
In the light of the knowledge and understanding of the charitable company and its environment obtained in the course of
the audit, we have not identified material misstatements in the Report of the Trustees.

We have nothing to report in respect of the following matters where the Companies Act 2006 requires us to report to you
if, in our opinion:

adequate accounting records have not been kept or returns adequate for our audit have not been received from
branches not visited by us; or
the financial statements are not in agreement with the accounting records and returns; or
certain disclosures of trustees' remuneration specNed by law are not made; or
we have not received afi the information and explanations we require for our audit; or
the trustees were not entitled to take advantage of the small companies exemption from the requirement to prepare a
Strategic Report or in preparing the Report of the Trustees.
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Report of the Independent Auditors to the Members of
Worcester Citizens Advice Bureau &

WHABAC

ResponsibiTities of trustees
As explained more fully in the Statement of Trustees' Responsibilities, the trustees (who are also the directors of thecharitable company for the purposes of company law) are responsible for the preparation of the financial statements andfor being satisfied that they give a true and fair view, and for such internal control as the trustees determine is necessaryto enable the preparation of financial statements that are free from material misstatement, whether due to fraud or error.
In preparing the financial statements, the trustees are responsible for assessing the charitable company's ability tocontinue as a going concern, disclosing, as applicable, matters related to going concern and using the going concernbasis of accounting unless the trustees either intend to liquidate the charitable company or to cease operations, or haveno realistic alternative but to do so.

Our responsibilities for the audit of the financial statements
Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free frommaterial misstatement, whether due to fraud or enor, and to issue a Report of the Independent Auditors that includesour opinion. Reasonable assurance is a high level of assurance, but is not a guarantee that an audit conducted inaccordance with ISAs (UK) will always detect a material misstatement when it exists. Misstatements can arise from fraudor error and are considered materiiai if, individually or in the aggregate, they could reasonably be expected to influencethe economic decisions of users taken on the basis of these financial statements.

Irregularities, including fraud, are instances of non-compliance with laws and regulations. We design procedures in linewith our responsibilities, outlined above, to detect materiial misstatements in respect of irregularities, including fraud. Theextent to which our procedures are capable of detecting irregularities, including fraud is detailed below:
Obtained an understanding of the nature of the industry and sector, including the legal and regulatory frameworkthat the charity operates in and how the charity is complying with the legal and regulatory framework;Inquired of management, and those charged with governance, about their own identification and assessment ofthe risks and irregularities, including known actual, suspected or alleged instances of fraud; andDiscussed matters about non-compliance with laws and regulations and how fraud might occur includingassessment of how and where the financial statements may be susceptible to fraud.

As a result of these procedures we consider the most significant laws and regulations that have a direct impact on thefinancial statements are the Charities SORP (FRS 102) 'Accounting and Reporiing by Charities: Statement ofRecommended Practice applicable to charities preparing their accounts in accordance with the Financial ReportingStandard applicable in the UK and Republic of Ireland (FRS 102) (effective 1 January 2019)', Financial ReportingStandard 102 'The Financial Reporting Standard applicable in the UK and Republic of Ireland', the Companies Act 2006(and related legislation), the Charities Act 2011 (and related legislation)), and laws and regulations relating to theemployment and payment of staff including, but not limited to, the Employment Rights Act 1996, the National MinimumWage Act 1998and the Pensions Act 2008.

We performed audit procedures to detect non-compliances which may have a material impact on the financialstatements, which included reviewing the financial statement disclosures. This includes sample testing of monthlypayroll records for the calculation of gross wages, payroll taxes and pension costs.

We identified the areas of the financial statements most susceptible to fraud to be management's judgement inallocating expenditure to individual restricted and unrestricted funds, including the allocation of wage costs and generalstaff overheads. Audit procedures performed included, but were not limited to, reviewing managements reasoning andworkings behind these allocations of expenditure.

Because of the inherent limitations of an audit, there is a risk that we will not detect afi irregularities, including thoseleading to a material misstatement in the financial statements or non-compliance with regulation. This risk increases themors that compliance with a law or regulation is removed from the events and transactions reflected in the financialstatements, as we will be less likely to become aware of instances of non-compliance. The risk is also greater regardingirregularities occurriing due to fraud rather than error, as fraud involves intentional concealment, forgery, collusion,omission or misrepresentation.

A further description of our responsibilities for the audit of the financial statements is located on the Financial ReportingCouncil's website at www. frc.org. uk/auditorsresponsibilities. This description forms part of our Report of the IndependentAuditors.
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Report of the Independent Auditors to the Members of
Worcester Citizens Advice Bureau 6

WHABAC

Use of our report
This report is made solely to the charitable company's members, as a body. in accordance with Chapter 3 of Part 16 of the
Companies Act 2006. Our audit work has been undertaken so that we might state to the charitable company's members
those matters we are rs

'
to state to them in an auditors' report and for no other purpose. To the fullest extent permitted

by law, we do not a t or assume responsibility to anyone olher than the charitable company and the chadlable
company's me ers s a body, for our audit work, for this report, or for the opinions we have formed

holes Paul Sandy (Se tatuto
nd on behalf of Richards ndy

ditor)

(Statutory Audrtor)
Thomeloe House
25 Barboume Road
Worcester
WR1 1RU

la 'l)
Date

Nic ry Au
for a Audit Senrices Limited
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Worcester Citizens Advice Bureau 8
WHABAC

Statement of Financial Activities
(Incorporating an Income and Expenditure Account)

for the Year Ended 31st March 2021

Unrestricted Restricted
funds funds

Notes f f

2021
Total
funds
f

2020
Total
funds

f
INCOME AND ENDOWMENTS FROM
Donations and legacies

Charitable activities
SmartLets property income
Advice & support income

Investment income

Total

282,273

272,547
368,466

1,887

923,173

90,073

50,001
498,839

638,913

372,346

322,548
885,305

1,887

1,562,086

266,599

341,022
862,583

3,897

1,474,101

EXPENDITURE ON
Charitable activities
Advice and support
SmartLsts property

659,849
216,068

590,658 1,250,507
216,068

1,212,766
256,793

Total 875,917 590,658 1,466,575 1,469,559

NET INCOME

Transfers between funds

Net movement in funds

RECONCILIATION OF FUNDS

Total funds brought forward

17

47,256

3,564

50,820

996,926

48,255

(3,564)

44,691

95,511

95,511

4,542

4,542

490,026 1,486,952 1,482,410

TOTAL FUNDS CARRIED FORWARD 1,047,746 534,717 1,582,463 1,486,952

The notes form part of these financial statements
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Worcester Citizens Advice Bureau &
WHABAC (Registered number: 06827297)

Balance Sheet
31st Nlarch 2021

Unrestricted
funds

Notes 2

Restricted
funds
f

2021
Total
funds

6

2020
Total
funds

6FIXED ASSETS
Tangible assets
Social investments

12 15,838
13 597,126

6'l2, 964

365,161 380,999
597,126

365,161 978,125

309,091
597,126

966,217

CURRENT ASSETS
Debtors
Cash at bank

14 93,813
429,069

3,200
'I 66,491

97,013
595,560

100,108
478,678

CREDITORS
Amounts falling due within one year

522,882

15 (88,098)

169,691 692,573

(137) (88,235)

578,786

(56,051)

NET CURRENT ASSETS 169,554 604,338 520,735

TOTAL ASSETS LESS CURRENT UABIUTIES 'l,047,748 534,715 1,582,463 1,486,952

NET ASSETS

FUNDS
Unrestricted funds
Restricted funds

TOTAL FUNDS

17

1,047,748 534,715 1,582,463

'l, 047,748
534,715

1,582,463

1,486,952

996,926
490,026

1,480,952

These 6nancial statements have been prepared in accordance with the provisions applicable to charitable companiessubject to the small companies regime.

The financial statements were approved by the Board of Trustees and authorised for issue on............................................. and were signed on its behalf by:

RTyler- T

The notes form part of these gnancial statements
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Worcester Citizens Advice Bureau &
WHABAC

Cash Flow Statement
for the Year Ended 31st March 2021

Notes
2021

8
2020

Cash flows from operating activities
Cash generated from operations

Net cash provided by operating activities

139,240

139,240

9,705

9,706

Cash flows from investing activities
Purchase of tangible fixed assets
Purchase of social investments
Interest received

Net cash used in investing activities

(24,245)

1,887

(22,358)

(224,987)
3,897

(221,090)

Change in cash and cash equivalents in
the reporting period
Cash and cash equivalents at the
beginning of the reporting period

Cash and cash equivalents at the snd of
the reporting period

116,882

478,678

595,560

(211,365)

690,063

478,678

The notes form part of these financial statements
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Worcester Citizens Advice Bureau 5
WHABAC

Notes to the Cash Flow Statement
for the Year Ended 31st March 2021

RECONCILIATION OF NET INCOME TO NET CASH FLOW FROM OPERATING ACTIVITIES
2021 2020

5
Net Income for the reporting period (as per the Statement of Financial
Activities)
Adjustments for:
Depreciation charges
Interest received
Decrease/(increase) in debtors
Increase in creditors

Net cash provided by operations

95,511

12,337
(1,887)
3,095

30,184

139,240

4,542

9,477
(3,897)
(5,099)
4,682

9,705

2. ANALYSIS OF CHANGES IN NET FUNDS

Net cash
Cash at bank

Total

At 1.4.20

478,678

478,678

478,678

Cash flow

116,882

116,882

116,882

At 31.3.21
6

595,560

595,560

595,560

The notes form part of these financial statements
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Worcester Citizens Advice Bureau 4
WHABAC

Notes to the Financial Statements
for the Year Ended 31st March 2021

ACCOUNTING POLICIES

BASIS OF PREPARING THE FINANCIAL STATEMENTS
The financial statements of the charitable company, which is a public benefit entity under FRS 102, have been
prepared in accordance with the Charities SORP (FRS 102) 'Accounting and Reporting by Charities: Statementof Recommended Practice applicable to charities preparing their accounts in accordance with the Financial
Reporting Standard applicable in the UK and Republic of Ireland (FRS 102) (efiective 1 January 2019)', Financial
Reporting Standard 102 'The Financial Reporting Standard applicable in the UK and Republic of Ireland' and the
Companies Act 2006. The financial statements have been prepared under the historical cost convention.

The financial statements are presented in sterling which is the functional currency of the charity and rounded tothe nearest 6.

INCOME
Afi income is recognised in the Statement of Financial Activities once the charity has entitlement to the funds, itis probable that the income will be received and the amount can be measured reliably.

Income from grants and donations is recognised in the period in which the charity is entitled to receipt and the
amount can be measured with reasonable certainty. Income from grants is only deferred when the charity has to
fulfil conditions not yet met before becoming entitled to it or where the donor has specified that the income is tobe expended in a future period.

Rental and property management income is recognised in line with the periods to which such income relates, upto the extent that is is probable that such income is recoverable. Where recoverability of rental income is in
doubt, such income is instead recognised on a cash basis.

Interest income is recognised for afi interest-bearing instruments on an accrual basis.

Donated services are recognised in income at fair value at time of receipt, provided that it is it is practical toassess fair value. Where it is impractical to assess the fair value of donated services, they are not recognised inthe financial statements.

EXPENDITURE
Liabilities are recognised as expenditure as soon as there is a legal or constructive obligation committing the
charity to that expenditure, it is probable that a transfer of economic benefits will be required in settlement andthe amount of the obligation can be measured reliably. Expenditure is accounted for on an accruals basis andhas been classBed under headings that aggregate afi cost related to the category. Where costs cannot be
directly attributed to particular headings they have been allocated to activities on a basis consistent with the useof resources.

TANGIBLE FIXED ASSETS
Depreciation is provided at the following annual rates in order to write off each asset over its estimated useful
life.

Long leasehold property
Improvements to property
Office equipment

Straight line over the life of the lease
15% on cost
20% on reducing balance

All fixed assets are initially measured at cost and depreciated as detailed above.

SOCIAL INVESTNIENTS IN PROPERTY
Social investments in properly are held primarily for the provision of social benefits in accordance with theobjectives of the charity, although rental income is received in regard to these properties.

Social investments in property are measured at cost less and provisions for depreciation or impairment.

Social investments in properly are considered to have a residual value not less than historical cost. and they aresubject to a programme of repairs designed to maintain these assets to a high standard. On this basis, no
depreciation are charged on these properties.

TAXATION
The charity is exempt from corporation tax on its charitable activities.

FUND ACCOUNTING
Unrestricted funds can be used in accordance with the charitable objectives at the discretion of the trustees.
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Worcester Citizens Advice Bureau 4
WHABAC

Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

1. ACCOUNTING POLICIES - continued

FUND ACCOUNTING
Restricted funds can only be used for particular restricted purposes within the objects of the charity. Restrictions
arise when specified by the donor or when funds are raised for particular restricted purposes.

Further explanation of the nature and purpose of each fund is included in the notes to the financial statements.

PENSION COSTS
The charitable company operates a defined contribution pension scheme. Contributions payable to the
charitable company's pension scheme are charged to the Statement of Financial Activities in the period to which
they relate.

FINANCIAL INSTRUMENTS
The charity has elected to apply the provisions of Section 11' Basic Financial Instruments' and Section 12 'Other
Financial Instruments Issues' of FRS 102 to afi of its financial instruments.

Financial instruments are recognised when the charity becomes parly to contractual provisions of the instrument.

Financial assets are offset, with the net amounts presented in the accounts where there is a legally enforceable
right to set off the recognised amounts and there is an intention to settle on a net basis or to realise the asset
and settle the liability simultaneously

Basic Financial Assets
Basic financial assets, which include trade and other receivables and cash and bank balances, are initially
measured at transaction price including transaction costs and are subsequently carried at amortised cost using
the effective interest method unless the arrangement constitutes a financing transaction, where the transaction is
measured at the present value of the future receipts discounted at a market rate of interest.

Basic Financial Liabilities
Basic financial liabilities, including trade and other payables, are initially recognised at transaction price unless
the arrangement constitutes a financing transaction, where the debt instrument is measured at the present value
of future receipts, discounted at a market rate of interest. Debt instruments are subsequently carried at
amortised cost, using the effective interest rate method.

Trade payables are obligations to pay for goods or services that have been acquired in the ordinary course of
the operations from suppliers. Accounts payable are classified as current liabilities if payment is due within one
year or less. If not, they are presented as non-current liabilities. Trade payables are recognised initially at
transaction.

Operating Leases
Rents receivable and payable under operating leases are credited or charge to the statement of financial
activities on a straight line basis over the term of the individual leases to which they relate.

CRITICAL ACCOUNTING JUDGEMENTS AND KEY SOURCES OF ESTIMATION UNCERTAINTY

Estimates and judgements are continually evaluated and are based on historical experience and other factors,
including expectations of future events that are believed to be reasonable under the circumstances.

Cdtical areas of judgement
The allocation of staff costs between individual unrestricted and restricted funds is based on the estimated split
of staff time for each individual employee of the charity.

The allocation of other support costs between individual unrestricted and restricted funds includes some
instances where shared overhead costs have been allocated between various restricted and unrestricted funds
based on management's estimation of usage of shared facilities between such funds.
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Worcester Citizens Advice Bureau &
WHABAC

Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

DONATIONS AND LEGACIES

Donations
Grants
Donated services 8 facilities
Miscellaneous Income

2021
f
6,704

303,161
55,440
7,041

2020

4,782
218,208

37,360
6,249

372,346 266,599

Included within donations is restricted income relating to the 'Advice at Home' Crowdfunding Fund. This is a
dedicated fund obtained through Worcestershire County Council's Spacehive Crowdfunding page for the
purchase of specified internet Voipfone equipment to enable our volunteers deliver advice from their homes and
help people in Worcester with the problems they face during the Covid-19 pandemic.

The donations to this fund were from 34 backers and included a grant donation from Worcester City Council of
f2,462 and a donation from Worcestershire County Council of f1,000.

Grants received, included in the above, are as follows:

Worcester Municipal Charity
Lasletts Charities
Hopmarket Charities
The Eveson Charitable Trust
John Martin's Charity
Albert & Elizabeth Clarke Charitable Trust
The National Lottery Community Fund - Coronavirus Community Support
Fund
Citizens Advice - Covid Equipment Grant
Job Retention Scheme

2021

173,381
15,750

10,035

5,000
72,196

13,660
13,139

2020
f

168,658
15,750
11,300
10,000
7,500
5,000

303,161 218,208

Of the grants shown above received during the year, The National Lottery Community Fund f72, 196 (2020: fnil)
and Citizens Advice - Covid Equipment Grant f13,660 (2020: fnil) are restricted. The remaining grants are
unrestricted. A8 of the above grants are included in the general fund.

DONATED SERVICES & FACILlllES
The Charity would also like to acknowledge their gratitude to Worcester Consolidated Municipal Charity for the
provision of rent free premises at 1/2 Inglethorpe Court and substantially reduced rent and service charges at
13/1 5 Lowesmoor, the value of this assistance is currently estimated at f55 440 (2020 - f37 360).

INVESTMENT INCOME

Bank interest

2021
f
1,887

2020
f
3,897
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Worcester Citizens Advice Bureau &
WHABAC

Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

INCOME FROM CHARITABLE ACTIVITIES

Rents received
Grants and contract income
Grants and contract income

Activity

SmartLets property income
SmartLets property income
Advice & support income

2021
6

272,547
50,001

865,305

1,187,853

2020
f

341,022

662,563

1,203,605

Grants received, included in the above, are as follows:

Citizens Advice —Pension Wise
Citizens Advice —MaPSDAP - Debt Advice Project
Citizens Advice —Universal Credit - Help to Claim
Citizens Advice —Energy Advice Project
Citizens Advice —Broadband Grant
Macmillan Cancer Support
Worcestershire County Council —WAN
Worcester City Council —Homelessness Prevention
The Henry Smith Charity
Legal Aid Agency
St Richard's Hospice —Palliative Care
Wyre Forest District Council
Herefordshire Housing Ltd

Hereford City Council
Ross Town Council
Herefordshire Community Foundation
EF Bulrner Benevolent Fund
The Philippe Southall Trust
The National Lottery Community Fund
John Martin's Charity
Crisis
Citizens Advice - MaPS - Increasing Debt Advice Capacity
Worcestershire Community Fund - Emergency Covid-19
The David Family Trust
The Herefordshire Community Fund - Emergency Covid-1 9
Bromyard Town Council
The Hope Centre, Bromyard - Outreach Grant
Herefordshire Council - Benefit Support Service

2021

197,407
159,738
108,350

8,760
250

105,140
67,050
39,000
42,800

1,552
30,954
22,578

10,000
10,000

5,500

8,650
50,000
24,583
5,000
5,000
2,500
4,167
4,167
2,160

2020
f

202,582
151,416
98,689
12,565

250
113,263
76,299
30,000
20,000
35, 175
31,963
25,631
16,250
10,000
10,000
6,000
5,000
4,500

10,000

915,306 662,583

RESTRICTED GRANTS
Restricted grants, Included in the above, are as follows:

Citizens Advice - Pension Wise
Citizens Advice - MASDAP
Citizens Advice - Universal Credit
Citizens Advice - Energy Advice Project
Citizens Advice - MaPS - Increasing Debt Advice Capacity
Crisis

2021
5

202,582
151,416
98,689
8,760

24,583
50,000

2020
6

202,562
151,416
96,669
12,565

548,838 465,252
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Worcester Citizens Advice Bureau &
WHABAC

Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

CHARITABLE ACTIVITIES COSTS

Advice and support
SmartLets property

Support
costs (see

note 7)

1,250,507
216,068

1,466,575

7. SUPPORT COSTS

Advice and support
SmartLets property

Management
f

1,242,466
216,068

1,458,534

Governance
costs
8
8,041

8,041

Totals
6

1,250,507
216,068

1,466,575

Support costs, included in the above, are as follows:

Wages
Social security
Pensions
Equipment and repairs
Insurance
Rent, rates and service charges
Telephone and postage
Printing and stationery
Advertising
Sundries
Education and training
Bonds written off
Reimbursed expenses
Subscriptions
Property rental expenses
Professional fees
Disbursements
Heat and light
IT support

Depreciation
Auditors' remuneration
Auditors' remuneration for non audit work

Advice
and

support

886,572
59,064
79,064
19,251
11,710
78,938
23 321
9,135
2,818

13,038
6,568

750
3,044
5,545
1,134
5,944

5,150
21,083
12,337
5,541
2,500

SmartLets

property
f

998

215,070

2021

Total
activities

6
886,572
59,084
79,064
19,251
11,710
76,938
23,321

9,135
2,818

14,036
8,568

750
3,044
5,545

216,204
5,944

5,150
21,083
12,337
5,541
2,500

2020

Total
activities

8
828,319

53,703
75,815
41,059

6,255
53,024
24,263
12,342
11,275
7,052
4,561

941
31,316

4,270
258,793

5,538
20

7,725
28,875
9,477
4,436
2,500

1,250,507 216,068 1,466,575 1,489,559

Page 22 continued. ..



Worcester Citizens Advice Bureau &
WHABAC

Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

8. NET INCOME/(EXPENDITURE)

Net income/(expenditure) is stated after charging/(crediting):

Auditors' remuneration
Auditors' remuneration for non audit work
Depreciation - owned assets
Rents payable under operating leases (including donated services)

2021
6
5,541
2,500

12,337
188,841

2020
f

4,436
2,500
9,477

188,232

9. TRUSTEES' REMUNERATION AND BENEFITS

There were no trustees' remuneration or other benefits for the year ended 31st March 2021 nor for the year
ended 31st March 2020.

TRUSTEES'EXPENSES

Expenses were paid to one trustee totalling 619 (2020: ENil).

10. STAFF COSTS

Wages and salaries
Social security costs
Other pension costs

2021
6

886,572
59,064
79,064

2020

828,319
53,703
75,815

1,024,700 957,837

The average monthly number of employees during the year was as follows:

Average number of employees
2021

50
2020

49

No employees received emoluments in excess of f60,000.

The full time equivalent is estimated to be around 41 (2020: 39).

Total remuneration paid to key management personnel during the year was 5182,061 (2020: 5182,285).
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COMPARATIVES FOR THE STATEMENT OF FINANCIAL ACTIVITIES
Unrestricted

funds
6

Restricted
funds
f

Total
funds

INCOME AND ENDOWMENTS FROM
Donations and legacies

Charitable activities
SmartLets property income
Advice & support income

Investment income

Total

266,503

341,022
397,331

3,897

1,008,753

96

465,252

465,348

266,599

341,022
862,583

3,897

1,474, 101

EXPENDITURE ON
Charitable activities
Advice and support
SmartLets properly

734,532
256,793

476,234 1,212,766
256,793

Total 991,325 478,234 1,469,559

NET INCOME/(EXPENDITURE)

Transfers between funds

Net movement In funds

RECONCILIATION OF FUNDS

Total funds brought forward

17,428

319

17,747

979,176

(12,886)

(319)

4,542

(13,205) 4,542

503,232 1,482,410

TOTAL FUNDS CARRIED FORWARD 996,925 490,027 1,486,952

12. TANGIBLE FIXED ASSETS

COST
At 1st April 2020
Additions

At 31st March 2021

DEPRECIATION
At 1st April 2020
Charge for year

At 31st March 2021

NET BOOK VALUE
At 31st March 2021

At 31st March 2020

Long
leasehold
property

E

408,303

408,303

49,335
4,485

53,820

354,483

358,968

Improvements
to

property
6

19,175

19,175

17,515
1,310

18,825

350

1,660

Office
equipment

42,165
24,245

66,410

33,702
6,542

40,244

26,166

8,463

Totals
6

489,643
24,245

493,888

100,552
12,337

112,889

380,999

369,091
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Worcester Citizens Advice Bureau 8
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Notes to the Financial Statements - continued
for the Year Ended 31st March 2021

Freehold
Property

f
MARKET VALUE
At 1st April 2020 and 31st March 2021

NET BOOK VALUE
At 31st March 2021

At 31st March 2020

597,126

597,126

597,126

14. DEBTORS: AMOUNTS FALLING DUE WITHIN ONE YEAR

Trade debtors
Prepayments and accrued income

2021

81,609
35,404

97,013

2020
5

31,576
68,532

100,108

15. CREDITORS: AMOUNTS FALLING DUE WITHIN ONE YEAR

Trade creditors
Social security and other taxes
Other creditors
Accrued expenses

2021
6

15,774
8,042

64,419

68,235

2020
f

29,751
15,295
6,361
6,644

58,051

Included within Accrued Expenses is a donation of 65,000 (2020: F5,000) deferred in line with the conditions
imposed by the donor. Also included within Accrued Expenses is a grant of 610,000 (2020: anil) deferred in line
with the conditions imposed by the provider.

16. LEASING AGREEMENTS

Minimum lease payments under non-cancellable operating leases fall due as follows:

Within one year

2021
8

11,409

2020
E

24,908
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Unrestricted funds
General fund
Redundancy Fund
Buildings Fund
IT Fund
Social Investment property
Social Investment property —proposed
spend
Herefordshire Citizens Advice Bureau

Restricted funds
SmartMove Fund
SmartLets Fund
Homelessness Fund
Buildings and Office Equipment Fund
MASDAP (FIF)
Citizens Advice - Pension Wise
Crisis Volunteer Fund
Client Welfare Fund - Herefordshire
Universal Credit - Help to Claim
Energy Advice Project
Money and Pensions Service
Lottery Covid Fund
Citizens Advice - Remote Working
Equipment Fund
Crowd Funding

TOTAL FUNDS

At 1.4.20
E

167,158
130,223
30,000
20,000

597,125

5,014
47,406

996,926

62,688
50,000
3,032

358,968

8,728

2,529
4,081

490,026

1,486,952

Net
movement

in funds
2

47,257

47,258

(518)
(4,485)
9,019
7,630

15,411

7,488
(36)

5,136
1,454

7,011
143

48,253

95,511

Transfers
between

funds

(29,669)
33 233

3,564

(3,600)

36

(3,564)

At
31.3.21

2

184,746
163,456

30,000
20,000

597.126

5,014
47,406

1,047,748

62,688
50,000
2,514

354,483
9,019

12,758
15,411
2,529

11,569

5,136
1,454

7,011
143

534,715

1,582,463
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17. MOVEMENT IN FUNDS - continued

Net movement in funds, induded in the above are as follows:

Unrestricted funds
General fund
Social Investment property

Restricted funds
Homelessness Fund
Buildings and Office Equipment Fund
MASOAP (FIF)
Citizens Advice - Pension Wise
Crisis Volunteer Fund
Universal Credit - Help to Claim
Energy Advice Project
Money and Pensions Service
Lottery Covid Fund
Citizens Advice - Remote Working
Equipment Fund
Crowd Funding

Incoming
resources

f

923,174

923,174

159,737
197,409
50,001

108,351
8,760

24,584
72,195

13,660
4,215

638,912

Resources
expended

f
(875,917)

1

(875,916)

(518)
(4,485)

(150,718)
(189,779)

(34,590)
(100,863)

(8,796)
(19,448)
(70,741 )

(6,649)
(4,072)

(590,659)

Movement
in funds

47,257
1

47,258

(518)
(4,485)
9,019
7,630

15,411
7,488

(36)
5,138
1,454

7,011
143

48,253

TOTAL FUNDS 1,562,086 (1,466,575) 95,511

Comparatives for movement in funds

Unrestricted funds
General fund
Redundancy Fund
Buildings Fund
IT Fund
Social Investment property
Social Investment property —proposed
spend
Herefordshire Citizens Advice Bureau

Restricted funds
SmartMove Fund
SmartLets Fund
Homelessness Fund
Buildings and Office Equipment Fund
MASDAP (FIF)
Citizens Advice - Pension Wise
Client Welfare Fund - Herefordshire
Universal Credit - Help to Claim

TOTAL FUNDS

At 1.4.19
f

132,566
147,067
30,000
20,000

372,139

230,000
47,406

979,178

63,629
50,000

3,284
363,453

3,045
11,808

2,529
5,464

503,232

1,452,410

Net
movement

in funds
f

17,429

17,429

(941)

(252)
(4,485)
(6,326)

520

(1,403)

(12,887)

4,542

Transfers
between

funds
E

17,163
(16,844)

224, 986

(224,986)

319

3,251
(3,600)

(319)

At
31.3.20

E

167,158
130,223
30,000
20,000

597,125

5,014
47,406

996,926

62,688
50,000
3,032

358,968

8,728
2,529
4,081

490,026

1,486,952
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17. MOVEMENT IN FUNDS - continued

Comparative net movement in funds, included in the above are as follows:

Incoming
resources

f

Resources
expended

f
Movement

in funds
6

Unrestricted funds
General fund

Restricted funds
SmartMove Fund
Homelessness Fund
Buildings and Office Equipment Fund
MASDAP (FIF)
Citizens Advice - Pension Wise
Universal Credit - Help to Claim
Energy Advice Project

TOTALFUNDS

1,008,753

96

151,416
202,582

98,689
12,565

465,348

1,474, 101

(991,324)

(941)
(348)

(4,485)
(157,742)
(202,062)
(100,092)
(12,565)

(478,235)

(1,469,559 )

17,429

(941)
(252)

(4,485)
(6,326)

520
(1,403)

(12,887)

Transfers Between Funds
Transfers were made in the year between the General Fund and the general Redundancy Fund totalling
f33,233. A transfer of f3,600 was made from the Pension Wise Fund to General Funds to reduce the provision
for redundancies. A transfer was also made in the year from the General Fund to restricted funds Energy Advice
project of f36,

18. RELATED PARTY DISCLOSURES

During the year Worcester Municipal Charities, a charity which for which G Hughes and P Griffith are also
trustees of, provided the use of two properties at a reduced rental value to the charity. The value of the donated
rent is disclosed in note 2 to the accounts.

Several properties are managed by Worcester Citizens Advice Bureau & WHABAC on behalf of Worcester
Municipal Charities. A management charge of 15% of the rent received is retained by the charity and during the
year this amounted to f29,219 (2020 - 26,976).

19. FRC ETHICAL STANDARD - PROVISIONS AVAILABLE FOR SMALL ENTITIES

In common with many other businesses of our size and nature we use our auditors to prepare and submit
returns to the tax authorities and assist with the preparation of the financial statements.

20. PURPOSE OF DESIGNATED FUNDS

Redundancyfund

This is designated to provide sufficient funds to cover the cost of redundancy.

Buildings fund

The Trustee Board have designated funds towards the internal redecoration and repair costs of the properties
that are leased.

IT fund

This fund has been established to meet the costs of replacing hardware and software relating to the IT system
over a 4-5 year cyde.

Social Investment property

This fund has been established to hold the social investment properties, which exists to provide accommodation
for the single homeless.
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20. PURPOSE OF DESIGNATED FUNDS - continued

Social Investment property - proposed spend

This fund has been established to allow the purchase of a social investment properly to provide accommodation
for the single homeless. The property was purchased in the year and the balance has been retained to fund
future repairs and renovations in the properties, such as a new kitchen.

Herefordshire Citizens Advice Bureau

This fund represents a donation to the charity upon the closure of Herefordshire Citizens Advice Bureau, the
trustees have designated this donation for the purposes of delivering Citizens Advice services in Hereford.

21. PURPOSE OF RESTRICTED FUNDS

SmartMove Fund

A fund to underwrite losses against deposit guarantees made to landlords through the SmartMove deposit
guarantee scheme to enable those on low incomes to access private rented sector accommodation.

Buildings and Office Equipment Fund

A grant specifically made available for the capital funding of a new headquarters and the purchase of equipment.

Worcestershire County Council (Supporting People)

Funds to provide housing related support services to vulnerable clients.

MaPSDAP (formerly MASDAP) - Debt Advice Project

Funds received via Citizens Advice horn The Money and Pensions Service (MaPS) (formerly from the Money
Advice Service and FIF) to provide debt advice to clients in financial difliculty.

It is anticipated that the balance on this fund due to underspend will be returned to the grant provider in the 2022
accounting period.

SmartLets Fund

A fund to underwrite any losses with regard to leasing costs, guaranteed rent payments and eligible repair costs
in relation to properties managed by the SrnartLets social letting agency which cannot be met thniugh general
funds.

Homelessness Fund

Funds to allow "one off" payments to dients in emergencies, particularly to enable them to secure or retain
accommodation.

Citizens Advice - Pension Wise

Funds received via Citizens Advice from The Money and Pensions Service (MaPS) to provide guidance on
pensions for those in defined contribution schemes.

It is anticipated that the balance on this fund due to underspend will be returned to the grant provider in the 2022
accounting period.

Client Welfare Fund - Herefordshire

This fund exists to allow small "one ofl" grants to be made to clients identified as in urgent financial need in
Herefordshire.

Universal Credit - Help to Claim

This fund represents monies received via Citizens Advice from The Department of Work snd Pensions (DWP) to
deliver advice and support to clients receiving/ applying for Universal Credit.
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21. PURPOSE OF RESTRICTED FUNDS - continued

It is anticipated that the balance on this fund due to underspend will be returned to the grant provider in the 2022
accounting period.

Energy Advice Project

Funds received via Citizens Advice, from the energy companies as part of their obligalions, to provide specialist
energy advice for clients who are in fuel poverty, or at risk of being in fuel poverty.

Citizens Advice - NlaPS - Increasing Debt Advice Capacity

Funds received via Citizens Advice from The Money and Pensions Service (MaPSj, to train and employ to a
Trainee Debt Caseworker to increase the future capacity of Debt Caseworkers particularly in areas where the
Money and Pensions service have assessed that It is anticipated that the balance on this fund due to
underspend will be returned to the grant provider in the 2022 accounting period. There is a low Debt Advice and
Casework Capacity to meet in demand. This was awarded on the basis of that Herefordshim is a designated
area with a particularly low capacity of FCA regulated Debt Casework Services available

It is anticipated that the balance on this fund due to underspend will be returned to the grant provider in the 2022
accounting period.

Crisis

This fund represents monies for a 12- month project funded by the national charity CRISIS, to increase our
capacity to meet the challenges of finding accommodation for the single homeless during the Covid-19
Pandemic. This project also provides training and support for new tenants who were previously homeless to help
them maintain their tenancies.

The project commenced on 1 July 2020. The monies in this fund at 31 March 2021 will be carried over to the
2022 accounting period to complete the project, which is due to end on 31 June 2021.

The National Lottery Community Fund - Coronavirus Community Support Fund

This fund represented monies to ensure we maintained staffing levels to meet the demand for advice in both
Worcester and Herefordshire during the pandemic.

This funding included a budget for employing additional temporary staff to deliver specialist advice in benefits,
housing and to support clients who needed some casework in order to deal with third party agencies to resolve
their problems in other advice areas.

This service was operated alongside our core service in both Worcester and Herefordshire to ensure we helped
as many clients as possible during the pandemic.

Citizens Advice - Covid Equipment Grant

This fund represents monies received via Citizens Advice, to provide essential equipment - laptop computers,
internet voipfones and complementary computer hardware - to assist staff and volunteers with remote and horne
working to continue delivering our services during the covid-19 Pandemic.

'Advice at Home' Crowd Funding

A dedicated fund obtained through Worcestershire County Council's Spacehive Crowdfunding page for the
purchase of specEed internet Voipfone equipment to enable our volunteers deliver advice from their homes and
help people in Worcester with the problems they face during the Covid-19 pandemic.

The donations to this fund were from 34 backers and included a grant donation from Worcester City Council of
92,462 and a donation from Worcestershire County Council of E1,000.
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