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CHAIRMAN’S REPORT

We are called Wantage Independent Advice Centre but that title does not do justice to 
the role that we play in the Vale of White Horse. It also does not recognise the other two 
areas of our service namely the Community Transport and Good Neighbour schemes. 
Our services already cover most of the Vale and we continue to expand our service 
reach.

This has been a year of further solidification. We are now well established in our extended 
offices and we have been able to give our clients appropriate privacy when required and 
the service continues to run smoothly. We still need more volunteers for all services as 
natural attrition and expanding demand continues as normal. 

The WIAC has changed the management of its Good Neighbour scheme. Helen Bailey 
who was responsible for the scheme since its inception has retired and we have appointed 
Verity Hollingshead, on an initial fixed term contract, as our Community Advice Liaison 
Manager. I would like at this time to express our sincere gratitude to Helen for all the hard 
work and dedication to the WIAC over the past nine years. Without her commitment and 
drive we would not have the GNS that we have today. 

Our financial situation over the year has been satisfactory and we have made a small 
surplus after postponing certain capital expenditure as the result of the timeline relating 
to our Vale of White Horse District Council grant application for core funding. With 
indications of backing and encouragement from the Council with regard to the new 
funding, the Board of Trustees permitted the Operations team to employ additional part 
time staff with a view to increasing our services across the board. The Management 
Committee and I will work closely with the Council in the coming months to ensure there 
is full comprehension of our ongoing and long-term requirements, to make certain the 
community needs we meet are recognised and be confident that our impact is truly 
grasped within the District Council. 

Each year I express gratitude to all our volunteers for their ongoing support and once 
again I thank you. You are the cornerstone of the organisation and as I said last year we 
are nothing without you. Your continuing skill and support is without doubt our greatest 
asset. Our thanks must also be extended to the paid staff; their dedication, hard work 
and commitment is fantastic and the financial rewards do not fully acknowledge this, 
so this is to record the extra that all of you give.  These thank yous come not only from 
the Management Committee but from all the people in the Vale that we have helped. 
The people to whom we provide essential assistance may be old, infirm or disabled, 
the mentally or physically ill, the homeless or disadvantaged, the sad or depressed, the 
lonely or confused, those that are disenfranchised by the complexities of the benefits 
system or all those that just need a little help in coping with the modern world. This list 
is not complete but it does give some idea as to how important our service is to the 
community. 

Indirectly, this thank you from the clients extends to all our funders, large and small, your 
money helped to make life more tolerable for many in the Vale.



As to the future, we will continue to improve and expand our services with the help of 
the community that we serve. We are recruiting new members of the Management 
Committee with more focus on succession planning and we will concentrate much 
more on longer-term strategic vision for the charity.  Recruiting and training 
volunteers will continue to be a priority to maintain our high standards. 
 
We have in the WIAC a highly competent, valuable and respected service that 
enhances and improves the quality of life for many people within the Vale.  I continue 
to be very proud of leading this great charity and I look forward to sharing with you 
our successes and achievements as we move forward and develop in the future. 

     
 
 
 

  

 
 

 
Helen Bailey,  

our Good Neighbour Scheme Manager,  
at her surprise farewell gathering 

 on the 8th March 2017. 
 

Helen is shown here receiving her 
personalised GNS tea-pot. 

 

Peter Harbour 
Chairman 
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 ADVICE SERVICES REPORT

1 year, 12 months, 52 weeks, 365 days, 8,760 hours…..Where did the time go? How is 
it possible that so much time has passed since composing last year’s report?? Have I 
really cut my “new-girl apron strings”? However, that is the reality and as such it is time to 
attempt to wrap a particularly busy year into a two page summary!  I had a master plan 
in April last year; to keep a diary of events, a note of interesting snippets so to speak and 
to therefore have a clear impact statement to share in the 2016/17 Annual Report.  As 
with most resolutions that wasn’t to be, so this time of reflection, albeit demanding, has 
been incredibly rewarding.

What does Advice Services mean? For our team here at the WIAC it is about offering 
impartial guidance or recommendations with regard to prudent action in a manner which 
is free, independent and confidential. The aim of our service is that the client is in a better 
position having spoken to us than before and that where possible our volunteers have 
been able to empower and enable the client to help himself/herself going forward. That 
said, does Advice Services mean the same to everybody?  In all honesty….how can it?  
The challenges of today’s modern world impact each and every one of us differently and 
for an extensive breadth of reasons.

The year has really just raced by and at times our incredible volunteers must have felt 
that they had been caught up in a whirlwind; intricacies of scenarios, complexities of 
processes, incredulity of decisions and all of these also intermingled with very real human 
emotions. Every client, every situation truly matters to these remarkable volunteers and 
their commitment and determination is a sight to behold. The team would be the envy of 
many a Boardroom.

We have continued to strengthen our relationships with other organisations by for 
example, bolstering our mutual referral programme by working even more closely with 
Mind, Age UK, Pension Wise and Connection Support.  We have also undertaken shared 
training opportunities with Citizens Advice on topics such as Housing and Disability 
Benefits. 

During the last 12 months, with the marked benefit of having Karen Muir in place as our 
established Advice Supervisor, the WIAC has been able to attend conferences, seminars, 
talks and Partnership type meetings as a participant, exhibitor and presenter. The value 
of these sessions from a networking, knowledge and increased awareness perspective 
alone is immense.  Furthermore, four of our advisors also worked with Citizens Advice to 
deliver Will, Power of Attorney and scams training at local Day Centres. 

The WIAC is also delighted to be able to share that, since the start of the calendar year, 
it has launched a fortnightly advice session in Faringdon at the Pump House.

This year we have welcomed five new faces into the Advice team (30); this team supports 
all of our pre-booked and drop-in appointments. This is a much desired and needed 
increase, though it is fair to say that successfully coordinating and delivering the training 
was no small undertaking for Karen. So much so, that we have further evaluated our 
training programme which should stand us in good stead for what I hope is another set 
of new trainees throughout 2017/18. It is with sadness though that we have also had to 
say goodbye to a couple of valued individuals and since January one or two of the team 
have needed to scale back their involvement. 
 



Recruitment remains a core focus and we are hoping to ramp up our campaign in the 
coming months starting with innovative local Parish newsletter content as well as a 
targeted joint operation with Faringdon Town Council to help with enhanced support 
for the communities in Faringdon and its surrounding Vale villages. 
 
The WIAC continues to work closely with the advisors on ensuring the quality and 
consistency of our Advice Service. Our regular internal audits afford the opportunity 
to review our procedures and improve our approach in this constantly evolving 
environment whilst also offering the chance to recognise and praise the significant 
effort and first-rate results provided by this volunteer group.  The tremendous 
quarterly client feedback survey results reinforce this understanding whilst also keep 
us all grounded in terms of needs, challenges and consequences. 
  
Below are a few headlines in terms of Advice statistics to provide context with regard 
to our activity figures.  As always, numbers alone can be misleading or at best open 
to interpretation. Only by understanding the complex layers of reality underneath the 
statistics is it possible to grasp the full tale as it unfolds. Hopefully the written content 
of this report will assist with the comprehension of the true picture. 
 
We owe extreme gratitude to our team of Advice volunteers.  Without these 
volunteers there is no key-stone to our service and our whole community is all the 
richer for the time and energies of these individuals.  
 
 
  

 
 

 
 
 
 
 
 
 
 

 

  
 

 
 
 
 
 
 
 
 
 
 

 

QUICK STATS 
 
Advice Consultations   4,170 
 

 
 
 
 

ADVICE BY TOPIC 

ADVICE BY LOCATION 

Pamela Roscoe 
Joint Operations Manager 
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GOOD NEIGHBOUR SCHEME (GNS) REPORT

Another year on for our Good Neighbour service and it continues to be an absolute 
privilege to personally be involved with this scheme as both a volunteer and one of 
the charity’s Operations Managers.  However, it is as this financial year closes that we 
have to refocus and energise ourselves to manage without Helen Bailey at our helm.  
Helen, a volunteer, was instrumental in the creation and guidance of our GNS from its 
inception and through several, early evolutions. The Operations team, our clients and 
the volunteers will not only miss her stewardship and counsel but her compassion and 
drive. Thankfully many friendships were made that will endure without the scheme as the 
connection.  The WIAC was incredibly fortunate that Helen allowed us plenty of time and 
patience to plan and prepare for the next phase of our Good Neighbour journey and as 
such, with the support of the Trustees, we have been able to recruit an additional part-
time member of staff into the organisation, on a 12-month contract, the newly created 
role of Community Advice Liaison Manager (CALM).  

We welcomed Verity Hollingshead into this contract role in early December and began 
the training programme in earnest after Christmas. Much of this role is about people, 
relationships and the tangled web that binds us to each other and our own situations. 
Nonetheless, it also requires gaining the extensive, broad knowledge necessary and that 
takes time and comes with experience. The rest of the Operations team, the advisors 
and the GNS volunteers have all warmly received this new role and provide ample 
encouragement and support to our CALM.

In 2015/16 we reported a rising trend in need and this has persisted over the last 12 
months.  The GNS has recorded 108 new referrals during 2016/17, demonstrating a 
17% increase year to year. In line with this referral growth, the number of face to face 
assessments conducted by the scheme management and coordination team has seen 
a similar amplification pattern, with 75 home visits taking place.  We have also worked 
diligently on referral initiatives this year to help raise further awareness of the Good 
Neighbour service by linking more successfully with Thames Valley Police (particularly 
its VERA offering) as well as local GP surgeries and Housing Association complexes for 
the over 55s.  It is our intention to further extend the reach of this referral matrix in the 
coming months to encompass more health and welfare agencies.  
  
The nature of our client interactions remains complicated and we certainly lean on 
the WIAC organisation as a whole to intertwine our service offerings together to offer 
an appropriate path as a single way forward. We have found ourselves on numerous 
occasions this year engaging with and working alongside the statutory agencies, for 
example Social Services for several different Safeguarding scenarios.

We now stand at over 30 in terms of our volunteer numbers which is remarkable. This 
increase has been heavily assisted by our foray into social media advertising and we are 
pilot members of Oxford Computer Consultants’ AMI project that has delivered over 25 
fresh “expressions of interest” for new GNS volunteers since January. The impact and our 
achievements seen over the past year would not have been accomplished without the 
caring and generous nature of all these volunteers.  They are a fantastic group of people 
often working in isolation with vulnerable individuals in woeful or difficult circumstances 
and I am sincerely grateful for their time, effort and contribution.  
 



Our regular gatherings with the volunteers have been maintained although the 
occurrence has been a little less ordered in its rhythm of late! These sessions 
continue to provide vital feedback from our “feet on the street” about the clients, the 
clients’ challenges or worries and into next year we hope to also be able to 
incorporate additional proactive volunteer training and support in both the sessions 
and within the field. 
 
We continue to attend quarterly meetings in Oxford with Volunteer Link-up, we 
remain closely associated with Age UK and its Community Information Network, we 
are now active members of Neighbourhood Action Groups and for the first time we 
not only attended the annual Carers’ Conference but actually had an exhibition stand 
in the main hall.  Our community connections have also extended since the autumn 
enabling us to participate at the Rural Oxfordshire Network event and offer a 
presence at a number of seminars and forums. 
 
Through the volunteer team, the scheme now supports 59 clients on a regular basis 
with approximately 1,250 client visits undertaken during 2016/17.  Across all of the 
elements of the GNS scheme there have been 3,780 hours documented with a total 
of 152 different clients receiving support.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Thank you again to the whole team for their involvement, input and commitment. It 
will be fascinating to see what the next 12 months has in store for us all within this 
Good Neighbour sphere. I am certain one way or another it will be hectic yet 
worthwhile.  
 

 

 
Pamela Roscoe 
Good Neighbour Scheme Co-ordinator / Joint Operations Manager 
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TRANSPORT REPORT  
 

In April 2016 we entered into a two year project with Oxfordshire County Council 
(OCC), to expand our Wantage Day Centre transport.  The aim of this project is for 
the WIAC to provide transport for a number of Wantage Day Centre clients who 
previously travelled by OCC special buses. This project was brought about to enable 
OCC to yield a reduction in their transport budget. One of our targets was to ‘Recruit 
and retain an additional 18 volunteer drivers (10 in the first year and 8 in the second 
year)’. Since April 2016 I have interviewed 17 potential volunteer drivers. Two didn’t 
complete the process; two did come on board but have since stopped driving due to 
family circumstances, ultimately resulting in 13 new active drivers. This leaves the 
team to recruit five new drivers over the coming year to meet our target. We now 
have a database of 58 volunteer drivers. We are currently doing 36 Wantage Day 
Centre trips a week.  
 
Our transport requests have increased over this last year. Some of this is due to the 
Wantage Day Centre project, but the cutting of the bus routes by the County Council 
has had an effect as well. Our scheme used to receive about 75 to 85 transport 
requests a week but the average weekly number is now in the region of 105. The 
requests for transport to attend the Grove Day Centre have also risen this year. The 
October Club in Wantage is another group which has started to use our transport 
scheme, along with Root & Branch based in Watchfield. 
 
We were hoping by now to have had our new invoicing model added to our tailored 
computer software, IAC Online, but, because the migration to a different Microsoft 
platform has taken longer than anticipated, this has not yet happened. When this 
invoicing model is added to our software it should make the process much quicker 
and more efficient. The reason that we invoice all our Day Centre clients, even 
though it takes us longer, is because it enables us to keep the fares very low. If a 
driver can get two or three clients into one Day Centre run then the cost to each 
client is reduced. For example, depending on where a client lives, and the sharing of 
a volunteer’s car, a daily Day Centre fare for a passenger can be as low as £2.00. 
 
Our fares have needed to be reviewed for some time. Actually the last time we 
reviewed them was 2011. Not all of the fares have increased, many of the fares have 
remained the same eg our local, standard minimum (return) fare is still £5.00 and the 
average (return) Oxford hospital trip is still £22.00. The drivers had been reporting 
back to the transport team that some fares didn’t seem to be covering their 
reimbursement, at 40p per mile. While conducting this review exercise, the WIAC has 
taken the opportunity to calculate the fares for a number of other hospitals. We have 
seen an increase in the requests for transport to the Royal Berks, Great Western and 
Ridgeway hospitals. We’ve included the new standard fares at the end of this 
Transport report, other destinations and pick-up locations would be available upon 
request.  
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Our fares have needed to be reviewed for some time. Actually the last time we reviewed 
them was 2011. Not all of the fares have increased, many of the fares have remained the 
same eg our local, standard minimum (return) fare is still £5.00 and the average (return) 
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This year we have had over 500 extra 
transport requests. Drives are cancelled 
sometimes due to the client not being well 
enough to travel or by the hospital/doctor. 
This cancellation can sometimes be very last 
minute. 
 
With our increase in volunteer drivers we 
have managed to cut our “No Booking” 
requests by over half. Some of the “No 
Booking” requests are from clients who have 
been given a last minute appointment asking 
for transport for that day or the day after. We 
continue to strive to bring this figure down 
even further, but due to the nature of the 
destinations and people we drive, it will never 
be zero. 
 

Wendy Watson 
Joint Operations Manager 
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As always my thanks go to the Transport Admin Team and the drivers who all work very hard 
and incredibly well together to deliver this essential, first class service. 
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BIG THANK YOU
Wantage Independent 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 our Grant Providers:

•   Vale of White Horse District Council
•   Oxfordshire County Council
•   Wantage Town Council
•   Grove Parish Council
•   Faringdon Town Council
•   Sovereign Housing Association

We are also indebted to the following parish councils for their grants:

•   Ardington & Lockinge  •    Charney Bassett     •    Childrey
•   East Challow   •    East Hanney      •    East Hendred
•   Letcombe Regis  •    Sparsholt      •    Stanford in the Vale
•   Uffington   •    Watchfield      •    West Hendred

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

•   Childrey Methodist Church  •   Nationwide (Community Match)
•   Shell International   •   St John Vianney
•   Wantage Garden Association  •   Wantage Rotary Club
•   Wantage Methodist Church  •   Wantage Ex-Tablers/41 Club
•   Ed Vaizey (“Speakers’ circuit”)  •   Madhatters Ceilidh Band
 
  
We would also like to thank those organisations and individuals who generously donate 
practical support and assistance throughout the year:  

•   Chapman Worth Ltd, Chartered Accountants
•   Local solicitors Elianne Edgington, Sandy Millikin, Tina Friend, Scott Robinson and   
    volunteer paralegal Jean Nunn-Price for providing legal consultations
•   Howard Hill of First Ideas for design & hosting of the WIAC website and email provision
•   Motion Printing for designing the WIAC printed material

It is partly as the result of the generous individual donations from members of the public 
that we have been able to achieve the printing of this Annual Report.

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
Hon. Secretary, WIAC Management Committee
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NB: Structure taken from WIAC plan 
document written in April 2016 as 
opposed to reflecting March 2017 
actuals 











 
 

 
 
 



 
 

 
 









 

NB: Please note the WIAC began operating as Wantage Independent Advice Centre with registered 
charity number 1161144 in January 2016 when it became a Charitable Incorporated Organisation. Prior 
to this date, for many years, the charity had operated as the Independent Advice Centre and as such 
the 2016 data appropriately only refers to the January to March 2016 time period. 



   

 

 

     In The Vale 
      For The Vale 
  

 
Could you be a WIAC volunteer and join our very Happy & Helpful team? 

 
Across all three of our services our volunteers (present number just over 100) are  

supported & looked after by our paid managers 
 

Please see below a breakdown of the different roles and the variation 
 in commitment time expected 

 
Volunteer Driver: 
 

 Commitment completely decided by volunteer, even one hour a week would be beneficial  
 Drivers in their own car 
 We will obtain a DBS check for the volunteer 
 Drivers can stipulate where they will drive local or Oxford 
 Notification of required transport given a week in advance 
 Drivers will receive reimbursement for their fuel costs at 40p per mile. 

 
Good Neighbour Volunteer: 
 

 Very flexible commitment, one hour a week or fortnight would be average 
 Own transport is an advantage but not essential 
 We will obtain a DBS check for the volunteer 
 Visiting clients in their own home for a chat or going for a coffee with them in town 
 Helping a client with paperwork or a small DIY job 
 Full support from managers and regular meetings with other volunteers for extra support 
 All travel expenses are reimbursed 

 
Volunteer Advisor: 
 

 A session is either 9.30 – 12.30 or 12.30 – 16:00 
 Two sessions a week are required or one whole day 
 We need generalist advisors and also advisors who will eventually go on to specialise in Debt 

and benefits advice 
 Advisors are asked to attend the majority of between four to eight daytime meetings 

(maximum 2 hours) throughout the year, depending on if you are a generalist or specialist 
advisor 

 Full training will be given, mostly in house but some could be external 
 No DBS check is required for this role 

 
Covering all three services: 
 

 Public Liability Insurance 
 You will be asked to sign a confidentiality declaration 
 You can become a voting member of WIAC 
 Most of all you will be helping people within your own community 

 
For more information please contact Wendy or Pamela: 

 
01235 765348  help@wantageadvice.org.uk  www.wantageadvice.org.uk  
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empowering people!
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