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“We hope that th
e Centre continues to 
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that you will s
till 

be able to operate.  

Thank you for doing your best fo
r our  

parishioners with help and advice and 

long may you be able to assist” 

“You are the best Advice  

Centre in the world…..the  

volunteers are extremely  

dedicated and they help people 

to an exceptionally high level  

and go above and beyond” 

“Many thanks for your 

help with the DLA form 

I am delighted with the 

outcome and can relax 

about it now” 

“Members of our community 

expressed their gratitude for 

the support th
ey have  

received through the I.A.C. 

“The I.A.C. should be  

canonised and become  

The Patron Saints of people  

who have lost their way!” 

“Absolutely fantastic  

help & advice without 

this service I don’t 

know what I w
ould have 

done” 

“You have changed my 

life….The drivers are just 

fantastic!” 

Benefits Advice 

Employment Advice 

4,140 Clients used our Transport 
Scheme! 
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Chairman’s Report 

 
The Independent Advice Centre has had yet another successful year. I am delighted to 
report that we have seen the arrival of 10 new volunteers; advisors and drivers. 
 The new volunteers have settled in well and are progressing with various training 
courses. Luckily many are interested in working with debt, as we have had to start a 
‘waiting list’ for debt clients. The backlash from the ‘credit crunch’ has seen a marked 
increase in our debt client numbers. 
 
We have launched a new initiative – the “Good Neighbour’ scheme and this has taken 
off, led by Helen Bailey, who has acquired 10 ‘good neighbours’ and the use of the IAC 
drivers. These able and willing volunteers have trimmed hedges, changed lightbulbs, put 
up shelves etc. 
 
Our drivers are a multi-talented bunch. Not only do they transport our clients to all their 
many and varied destinations, but also they turn their hands to all sorts of odd jobs. 
 
The year ended with a major change at the Advice Centre. Our Office Manager, Emma, 
left us after ten years, to pursue her own interests and spend some time at home. 
I should like to thank Emma for her years of hard work. She took us from a green and 
brown dull office to the brightly coloured, professional office that we have today.  
 
With the various changes in demand on our services, it was decided to merge the 
manager and deputy manager’s jobs and create a job share, which has resulted in two 
Joint Operations Managers. Wendy is J.O.M. – Transport and Lisa is J.O.M. – Advice 
Services. They are supported by Celia as Admin. Assistant. Next year’s report will tell 
you how this arrangement is working out, but so far all is well. Thank you so much to my 
professional colleagues, Wendy, Lisa and Celia, who have taken all the worries off my 
hands, as they are getting ‘stuck in’ to all the challenges we face.. 
 
Another change that has just happened, that may impact on The Advice Centre, is the 
closure of the Local Services Point. Again, it is too soon to report on this, but surely the 
fact that the Advice Centre is now the only place in Wantage for advice on benefits, 
housing matters, debt, employment etc., must increase our workload. I have met David 
Buckle, CEO at the Vale of White Horse District Council, who assured me that there 
should be little long term impact on the Centre. He was very positive about the Vale’s 
continued support for the Centre, which is good news in these straitened times. The 
Service Level Agreement with the Vale has been renewed for the third time; it is 
encouraging to have such a good working relationship with our funders; however I 
believe they are getting a good return for their investment. 
 
I am so grateful to all of our volunteers, without them we couldn’t run the Advice Centre, 
the Transport Service or the Good Neighbour scheme; also a big thank you to our 
professionals – solicitors Patrick Smith, Scott Robinson, Michael Berrett, Sandy Millikin, 
Accountants Chapman Worth and Howard Hill of First Ideas for all their help and 
support. 
 
Finally I have to say thank you and good-bye to Merilyn Dean and Rosemary Bate. 
Merilyn started working at The Advice Centre just after me, in 1997. She specialised in 



debt and employment, but when I became Chairman and Mary Rousseau, the secretary, 
died, she joined the Management Committee as Secretary. Her time became so 
stretched between an elderly parent and three grandchildren that she couldn’t fit the 
Advice Centre in.  
Rosemary dates back almost 30 years (1981), when the Advice Centre was called the 
Community Information Centre and was housed in a small bungalow behind the old 
Woolworth’s site. Rosemary was the Publicity Officer for many years and we had no 
paid members of staff. The only things that haven’t changed since the good old days are 
the willingness of all the volunteers and the economical efficiency of the administration. 
 
 

Ann Rowe 
Chairman 
 
 
 

Goodbye and thank you to Rosemary and Merilyn! 
 

 

 

   
 
 
 
 
 
 
 
 
 



 

 
ADVICE SERVICES REPORT 2009/2010 

 
I think I can safely say, that it has been a tough year for both the advice centre and our 
clients.  Our community has not been immune to the recession and in the early part of 
2010 we had to introduce a waiting list for clients seeking debt management advice.  We 
have also seen many more clients facing redundancy or a cut in hours and pay, who find 
themselves, for the first time, having to negotiate an increasingly complex benefits 
system.  The closure of the Local Services Point in March has also brought clients to our 
door.   
 
For ourselves, we have faced the inevitable constraints of budget, space and staff.  
However, the Vale of White Horse District Council have continued to support us 
financially, despite cutbacks elsewhere, as have Wantage Town Council, Grove and the 
many other parish councils.  We remain extremely grateful for this support and indeed 
for grants from other organisations and public donations.  Throughout the year we have 
been supported by local solicitors and Jonathan Hewitt (Oxfordshire Business 
Enterprise), who generously donate their time and expertise to help our clients.  We also 
much appreciate the support of our MP, Ed Vaizey, for those occasions when only the 
intervention of an Under Secretary of State will do! 
 
On the volunteer side, we had an intake of ten new recruits, who have weathered the 
initial shock of discovering the extent of our work and are still with us! The Good 
Neighbour Scheme has gone from strength to strength this year, working with the local 
PCSO’s during the snow season and forging links with organisations such as Age 
Concern.  . Alongside advice services and transport, we are providing a “one stop shop” 
of help to those in need.  
 

During the latter part of the year, it became clear that we needed to look at all aspects of 
running the Advice Centre to cope with increases in workload and avoid undue pressure 
on the volunteers.  I undertook a review of both operations and strategy and presented a 
report and 23 recommendations to the Management Committee.  Some of these 
recommendations have already been implemented or addressed via the new 
management structure and work is continuing on others.   
 
One recommendation was to conduct a survey of our volunteers, which has been 
completed.  As a key resource, I felt it was important to understand their opinions and 
concerns on various topics in a concerted way, but also to assess what levels of change 
they would or wouldn’t support.  Among the outcomes was strong support for a 
structured mentoring system for new volunteers.  While 90% enjoy working at the IAC, 
nearly 40% felt under pressure during their volunteer sessions and stress was the #1 
factor that would cause volunteers to leave. This is something we take very seriously.   
 

Another improvement was to sweep away decades of working with pen and paper and 
bring the joy of the spreadsheet to the IAC!  Key tasks such as the staff rota, case 
records and client appointments are now accomplished on the PC only.  This helps us 
be more efficient as well as saving resources with less paper, less filing, less archiving 
and less shredding.  I must also report that the volunteers have adapted to the new 
systems brilliantly.   
 



On a personal note, it has been a roller coaster year; beginning as a volunteer two 
afternoons a week, taking on my first debt client, (also my first bankruptcy) then 
graduating to paid assistant and ending with my appointment as joint manager, with 
Wendy Watson.  I was proud to be a volunteer and, with Wendy, I am privileged to take 
the Advice Centre through the next year. Benjamin Franklin famously said “nothing is 
certain except death and taxes”. To my mind, there is another certainty: there will always 
be someone who needs help, and we, at the IAC, will do our utmost to be there for 
them. 
 
 
 

Advice Services Statistics 2009/10 
 

 
 
 
 
Principal villages include: Ardington. Challow, Childrey, Hanneys, Hendreds, Letcombe 
Regis, Stanford. 
 
“Other” includes: Shrivenham, Lambourn, Uffington, Sparsholt and more. 
 
Not known arises as we respect a client’s right to remain anonymous. 
 
 
 
24 advisors handled a total of 3914 client interactions over 2092 hours. 
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Of the total benefits queries, Disability benefit accounted for 20.75%; Housing/Council 
tax benefit equalled 15.56% and Income support/Pension credit totalled 8.27%. 
 
 

 
 
 
Debt cases are increasingly complex and therefore substantially more time consuming 
in proportion to the number of interactions. 

 
 

Lisa Benge 
Joint Operations Manager and Advice Services Lead 
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Transport Report 
 
There was a big change for the Transport Scheme in July as we said good-bye to the 
Day Centre, after over 20 years of driving for their clients.  There were some sad 
farewells as a number of drivers and Day Centre clients had built up good friendships 
over the years.   The Day Centre was given another mini bus from Social Services to 
transport their clients. Despite this, where some of the clients live outside the area the 
mini bus covers or they find it difficult travelling on a mini bus, we do still transport a 
handful of clients. 
 
It is difficult to assess how much this will affect our statistics as we stopped transporting 
them half way through the year.  Although at first we were concerned about the effect 
the loss of our Day Centre clients would have on our business, it has had the positive 
effect of allowing us to take more clients to medical and community appointments.  With 
more and more housing being developed in our area the demand for affordable, safe 
and reliable transport to the hospitals has also increased. This year our statistics have 
also been affected by the severe weather conditions experienced earlier in the year.  
Many drives were cancelled either by the client, the hospital or in a few circumstances 
where the driver could not get his car out of the drive. 

 
4,140 People Transported 2009 / 2010 

 
67,312 Miles Driven 2009 / 2010 
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Recognition from Oxfordshire County Council. 
 
Neil Timberlake, Assistant Public Transport Officer at Oxfordshire County Council, stood 
up at last year’s AGM to say  
 
“I would just like to say and have it recorded the Independent Advice Centre’s Transport 
Scheme is one of the largest and best I have come across and that anyone involved in 
transport at Oxfordshire County Council would always hold the Independent Advice 
Centre up as an example of good practice and we really appreciate all the hard work the 
transport team and the drivers do” 
 

 
 

His comments were very much appreciated by us all and reflected many clients’ views 
on the service provided. Another example of the many letters and telephone calls we 
receive from clients who are very grateful for the service we offer is quoted below: 
 
“I am writing to say how grateful my husband and I are to your team. My husband is 87 
and I am 83 so I am afraid we need all the assistance we can get. We seem to have had 
a lot of hospital visits recently and without your help things would have been very 
difficult. 
All your drivers have been very helpful and considerate and the last driver had the rotten 
job of getting my husband to the hospital for 7am for a back operation and he was 
splendid. With many thanks to you all”. 

 
Oxfordshire Rural Community Council 

 
We have been working very closely with ORCC this year, and we are very grateful for all 
their help and support.  We were very pleased to hear the news that all three of the 
major hospitals in Oxford (John Radcliffe, Churchill and the Nuffield) had come on board 
with the OCTABADGE Scheme.  Our drivers find this a very useful tool when taking 
clients to the hospitals. 
 
We took part in a three month survey that ORCC have organised to get a better picture 
of volunteer transport in our area, to establish who is using the scheme and where they 
are being taken. 
 
ORCC have produced a very good ‘Volunteer Drivers Handbook’ using contributions 
from us incorporating a lot of our policies, good practice and anecdotes from our drivers’ 
experiences. The handbook is a very comprehensive guide for new volunteer drivers 
and for organisations wishing to set up a new scheme.  

 
 
 
 

 



Sad News 
 
I am very sorry to announce that David Bradfield one of our volunteer drivers, died in 
April.  David was a very valuable and reliable member of our team and he will be sorely 
missed by the transport team and many of our clients. 

 
The Year Ahead 

 
The next obstacle that we have to overcome for our clients is to extend the same system 
we have for eligible clients claiming transport costs from the Oxford hospitals, to clients 
travelling to the Abingdon and Witney hospitals.  

 
We have a very good relationship with the Oxford hospitals in respect of clients who 
qualify for free hospital transport and in this coming year I hope to be able to set up a 
similar system with the Abingdon and Witney hospitals. When clients could go to the 
Wantage hospital for x-rays they only had to pay our minimum fare but a return trip to 
Abingdon hospital is £12.00.  I first tackled this in July 2008, but without success. I am 
hopeful that with our new management structure I will be able to put some of my time 
into reaching a solution as soon as possible. 
 
Otherwise we intend to deliver more of the same high quality service and by listening to 
our clients ensure we always seek to exceed what they demand from us. 

 
 
 

Wendy Watson 
Joint Operations Manager And Transport Lead 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 



Good Neighbour Scheme 
 

The Good Neighbour Scheme has now been operating for a complete year.  Most 
people will be aware it originated from an apparent identified need from the extra tasks 
that the transport drivers were undertaking for their clients.  Funding was applied for 
from the OCVA and after a successful bid a grant was allocated to the IAC.  A voluntary 
Co-ordinator working 4 hours a week was then appointed. 
 
The initial stages of setting up the Scheme were both challenging and rewarding as 
there was basically a blank canvas.  Promotional literature was a priority and after some 
research using Microsoft Publisher, a logo depicting helping hands was created 
alongside the colour choice to tie in with the IAC’s colours. Leaflets and flyers explaining 
the Scheme and what we do alongside one for a request for volunteers were created.  
An attempt to advertise the Scheme was then undertaken commencing with a display 
board in Wantage Library swiftly followed by one in Wantage Day Centre, GP surgeries, 
podiatrists, clubs and societies. All Parish councils, churches and shops were then 
targeted and presentations given where appropriate. 
 
Time constraints have at times been problematic but a volunteer, Kate Phillips, was 
recruited solely to assist with the publicising of the Scheme.  Her help was invaluable in 
assisting and expanding the promotion but sadly Kate relocated to Shropshire in April.  
Our huge thanks go to her for all her efforts and flexibility.  Fortunately further help has 
come along in the form of Kay Porter and currently Celia Cotton.  The extra help with 
administration and general assistance is greatly appreciated and will, hopefully, ease the 
said time constraints. 
 
Clients initially were predominantly from the transport drivers but this has evolved over 
time with the Scheme’s promotion. Referrals from neighbours, relatives and friends as 
well as professional bodies and self-referring clients have followed.  It has become more 
apparent of late that advisors at the IAC have begun to refer some of their clients that 
need regular long-term help mainly with managing with both their financial and general 
correspondence.  Hopefully, the Scheme will be able to support them through the use of 
GNS volunteers and free the advisors’ time for more urgent or complex cases.    
 
 New clients are assessed by the Scheme’s Co-ordinator and a volunteer assigned 
where appropriate; volunteers are always introduced to the client and clear boundaries 
set.  Volunteers wear identity badges at all times and they are a good balance of 
males/females of varying ages. 
A database for recording clients, volunteers’ details and other relevant details was set 
up to record essential data for funding and statistical purposes.   
 
The Scheme has supported over 135 people in its first year and completed in excess of 
200 jobs.  There are currently 12 clients being supported on a regular basis (at least 
weekly) by a wonderful team of 10 volunteers.  There are also, of course, tasks being 
undertaken regularly by some of the transport team in addition to this.  The clients are 
predominately elderly with both physical and mental frailties but we have also helped 
younger people with mental health issues and young, usually single, parents with young 
families.  In addition, the Co-ordinator has been involved in liaising with other agencies 
and professional bodies and has undertaken attending professional meetings as well as 
partaking in training and planning meetings. 
 



The plans for the forthcoming year are to have at least two volunteers in Wantage and 
Grove and one in each village; this would enable a swift response in case of 
emergencies or inclement weather.  It is hoped that there will also be a resource bank 
created. 
 
Hopefully the coming year will be as successful and rewarding. 
 

Helen Bailey 
Good Neighbour Scheme Co-Ordinator  

 
 
 
 
 
Two of our clients, who we shall call Client X and Client Y, have very kindly given 
permission for us to tell their story. 
 
Client X and Client Y are a couple.  Client X suffered from Post Traumatic Stress 
Disorder (PTSD) having served in the army.  Client Y was his carer but also had health 
problems herself.  Over the years Advisor Z had been helping them with debt and 
benefits issues and had been a sympathetic ear listening to their general problems. 
 
They found it very difficult to use public transport as Client X suffered from paranoia as 
part of his PTSD.  Our volunteer transport scheme was able to help – taking them to 
hospital appointments, benefit interviews and more. 
 
During 2009 the IAC set up the Good Neighbour scheme and we suggested to the 
clients they might find it useful.  Our volunteer co-ordinator made an initial visit to their 
home and then assigned a volunteer Good Neighbour.  Our volunteer, (who was also 
part of our transport scheme) took Client X on social outings, giving him male 
companionship for the first time in years, which the client really looked forward to.  This 
gave Client Y some much needed respite as she recovered from a serious illness.  Our 
co-ordinator liaised with official agencies and the GP, as an advocate for the couple.  
She visited regularly to monitor Client Y’s health situation and gave support in practical 
day to day matters.  Another Good Neighbour also helped Client Y to plan her weekly 
grocery shopping and food budget. 
 

3 services, 2 clients, 1 place to get help! 
 
 

 

 

 

Creating a holistic approach to 
support services……a client’s story 



A Big Thank You 
 

The Advice Centre is very grateful to the many individuals, councils and groups who 
support us as without this support the centre would not be able to continue to help an 
ever increasing number of clients. 
 

So it is a BIG thank you to: 

 

• The Vale of White Horse District Council 
• Oxfordshire County Council 
• Wantage Town Council 
• Grove Parish Council 
• Faringdon Town Council 
• The Greenham Common Trust 

 

We are also indebted to the following Parish Councils for their grants: 
 

• Ardington & Lockinge  
• Blewbury 
• Buckland 
• Charney Bassett 
• Childrey 
• Drayton 
• East Challow 
• East Hanney 
• East Hendred 
• Lambourn 

• Letcombe Bassett 
• Letcombe Regis 
• Marcham 
• Shellingford 
• Stanford in the Vale 
• Steventon 
• Uffington 
• West Challow 
• West Hanney 
• West Hendred 

 

Thank you to the following organisations who have raised money for us in a variety of 
ways: 
 

• Wantage and Grove Lions 
• St Katharines House 
• Wantage Methodist Church 
• Grove Methodist Church 
• St John Vianney Catholic Church 
• The Doris Field Trust 
• Wantage Gardeners Association 
• Wantage Bridge Club 

 

We are also delighted to be one of the nominated charities of the Mayor of Wantage. 

So it is a BIG thank you from all of us and we hope that you will be able to continue to 
support us in the future. 
 

Keith Robbins 
Management Committee Member 
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