WYCAS Evaluation 2010- Summary of results
Wakefield – 16 Responses

1.
Quality of Service
There were 49 comments on the quality of service provided by WYCAS, distributed as follows:


36 – Excellent


12 – Good


1 – Average

In the ‘excellent’ category the main service areas identified were:

One to one support – 8 comments
Preparation/examination of accounts – 8 comments

Telephone advice – 6 comments
In the ‘good’ category the main service areas identified were:

Telephone Advice – 4 comments

Newsletter – 4 comments

Good Practice Leaflets – 4 comments

2.
Assessment of benefit of WYCAS input to individual organisations


There were 38 comments on the benefits of WYCAS input to individual organisations, over 7 service areas.  The most identified areas were as follows:

Financial record keeping – 9 comments

Annual accounts – 8 comments

Financial Procedures – 7 comments

Financial Planning – 6 comments

The least identified areas were as follows:

Costing for fundraising bids – 1 comment

Reports to funders – 2 comments

Financial decision making – 5 comments

3.
Results of responses to specific questions


a.
What have you found most useful about WYCAS services?

There were 16 responses to this question which can be summed up in the 

following comment:

“Service, one to one support.  Competitive price”

· The service provided by WYCAS was seen as supportive and confidence building as well as being always available and accessible.  WYCAS provided “easy to understand” and up to date information in a practical way.
· The one to one support provided a level of personal assistance and reassurance that the organisations were on the right track in respect of their accounts and financial procedures.


b.
What could be improved or changed?


There were 7 responses, 5 of which saw no need to change.  The two remaining comments requested:

· One to one training for treasurers.
· Access to service managers.
c.
What do you see as your organisations long-term benefit gained through your contact with WYCAS?


There were 12 responses to this question, summed up in the following comment:


“Improved accuracy of financial management and confidence in financial information”


Improvement and confidence were seen as the two main long term benefits:

· Improvements in financial management, bookkeeping and budget control were mentioned by the majority of respondents.  Improved bookkeeping skills meant that some organisations could save costs by reducing the need for outside help.

· Respondents noted the increased confidence which came with improved financial understanding with some “less fearful of going wrong at the end of year”.

d.
Are there any other services, relating to financial management you would like WYCAS to offer?
There were 6 responses to this question.  Amongst the suggestions for other services were the following:

· Examination of accounts for organisations with large turnovers.
· Help with HMRC and end of financial year items.
· Access to names of people willing to be treasurers.
e.
What financial training courses would be useful to your organisation?


There were 6 responses to this question.  Suggestions regarding specific courses included:

· Intermediate QuickBooks.
· IT cashbook set-up.
· Payroll.
There were three further comments regarding current courses:

· Courses for people who work full time (evening courses?).
· More local courses in Wakefield.
· Difficulty of cancelled courses due to lack of applicants.

f.
Comments on re-designed WYCAS website.


There were no substantive comments.


g.
Why do you think there is a need for the services WYCAS offers?


There were 14 responses to this question which can be summed up in the following quote:


“Understanding of the needs of smaller charities.  Providing a first class service at an affordable price”.

The document theses were that WYCAS understood the sector and offered a good service at a reasonable price.  Understanding was about being able to “explain at all levels” and offer appropriate training where necessary.  As regards affordable price a number of responses mirrored the following quote:


“Accountancy services are very expensive so a competitive alternative is a must”.
WYCAS Evaluation 2010- Summary of results
Calderdale – 21 Responses

1.
Quality of Service
There were 77 comments on the quality of service provided by WYCAS, distributed as follows:


58 – Excellent


19 – Good


0 – Average

In the ‘excellent’ category the main service areas identified were:

One to one support – 14 comments
Preparation/examination of accounts – 13 comments

Telephone advice – 10 comments
In the ‘good’ category the comments were spread across all 7 areas, the main ones being:

Newsletter – 6 comments

Preparation/examination of accounts – 3 comments

Good Practice Leaflets – 3 comments

2.
Assessment of benefit of WYCAS input to individual organisations


There were 67 comments on the benefits of WYCAS input to individual organisations, over 7 service areas.  The most identified areas were as follows:

Financial record keeping – 15 comments

Annual accounts – 16 comments

Financial Procedures – 12 comments

Financial Planning – 11 comments

The least identified areas were as follows:

Costing for fundraising bids – 3 comment

Reports to funders – 5 comments

Financial decision making – 5 comments

3.
Results of responses to specific questions


a.
What have you found most useful about WYCAS services?

There were 20 responses to this question and the dominant theme in the words of one organisation was that:

“The one to one visits, tailored to our needs have been invaluable”.
· Personal tailored support – there were a number of comments which emphasised the ability of WYCAS staff to understand the individual needs of organisations, and then help to meet them.

· Consistent service – a number of comments picked up on the regular input and prompt response times.
· Problem solving – a number of comments highlighted the practical, clear, no nonsense approach on how to use templates, prepare reports and use QuickBooks, for example, such an approach led to “a reduction in stress” in some cases.

b.
What could be improved or changed?


There were 11 responses to this question, mainly hoping the service would continue as at present.  Specific suggestions for change included:

· A Sage software course.
· More one to one appointments and more telephone contact between appointments.

c.
What do you see as your organisations long-term benefit gained through your contact with WYCAS?


There were 18 responses to this question, which can be summarised under the following headings:
· Proper, professional accounts – there were numerous comments about organisations having proper procedures and structures in place to produce professional accounts acceptable to funders and the Charity Commission.

· Sustainability – A number of comments highlighted the ability to produce good quality reports and accounts every year because of the basics which had been put in place with the help of WYCAS.

· Reassurance – a number of comments pointed to the increased confidence of organisations in understanding and dealing with finance matters.  This confidence is increased by the knowledge that WYCAS is always available when needed.

d.
Are there any other services, relating to financial management you would like WYCAS to offer?
There were 4 responses to this question.  The one specific suggestion was for input on VAT.  There was also a proposal that WYCAS run occasional “expert sessions” for charities on employment law, insurance and risk, commissioning and, again, VAT.
e.
What financial training courses would be useful to your organisation?


There were 7 responses to this question and 2 suggestions:
· QuickBooks training (including individual training).
· Information on sustainability.
f.
Comments on re-designed WYCAS website.


There were 4 comments all positive.


g.
Why do you think there is a need for the services WYCAS offers?


There were 17 responses to this question which can be summed up in the following quote:


“Organisations like ours cannot afford to pay for this mixture of advice and support.  More importantly, its good to deal with someone who understands our special needs”.
· Affordable service – there were a number of comments from organisations who simply loved not paying for “private tuition or company training elsewhere”.
· Understanding the Charity Sector – most responses emphasised this, in that WYCAS can help “ground initiatives into viable businesses” because of their understanding of the non-profit sector.

· Lack of expertise in small organisations – numerous comments highlighted the lack of experience and expertise amongst volunteers running the finances of small organisations, and the role of WYCAS in “helping to keep things in order so that organisations continue to be viable and fundable”.
WYCAS Evaluation 2010- Summary of results
Kirklees – 30 Responses

1.
Quality of Service
There were 112 comments on the quality of service provided by WYCAS, distributed as follows:


68 – Excellent


39 – Good


5  – Average

In the ‘excellent’ category the main service areas identified were:

One to one support – 15 comments
Preparation/examination of accounts – 15 comments

Telephone advice – 15 comments
Remedial work – 8 comments

In the ‘good’ category the comments were spread across all 7 areas, the main ones being:

Newsletter – 8 comments

Preparation/examination of accounts – 7 comments

Good Practice Leaflets – 7 comments

2.
Assessment of benefit of WYCAS input to individual organisations


There were 98 comments on the benefits of WYCAS input to individual organisations, over 7 service areas.  The most identified areas were as follows:

Financial record keeping – 21 comments

Annual accounts – 22 comments

Financial Procedures – 18 comments

Financial Planning – 12 comments

The least identified areas were as follows:

Costing for fundraising bids – 7 comment

Reports to funders – 8 comments

Financial decision making – 10 comments

3.
Results of responses to specific questions


a.
What have you found most useful about WYCAS services?

There were 26 responses to this question which can be summarised in the following comment from one organisation:

“Friendly and accessible service providing a quick response to queries and accurate preparation”.
· Respondents found the advice given by WYCAS staff to be both accessible and professional.  It allowed people “with a lack of financial acumen” to feel more confident in dealing with bookkeeping and accounts staff were always approachable and able to explain financial matter in simple terms.  Clarity and customer focus were key ingredients.

· The high quality professional advice was enhanced by being  delivered promptly: “Quick response times” and “WYCAS staff always at the end of a telephone” were both frequently made comments.

· The result has been greater confidence in the organisation of annual account and the expertise gained here, in some cases been “imperative to the survival of the centre”.

b.
What could be improved or changed?


There were 12 responses to this question most of which expressed the hope the service would continue, perhaps with more resources.  Specific improvements suggested included the following:

· Ability to work with groups which receive large investments of capital (£250k plus).
· More free services and a reduction in cost for organisations which have to pay.
· More visits and better access to newsletters and leaflets.
c.
What do you see as your organisations long-term benefit gained through your contact with WYCAS?


There were 23 responses to this question summed up in the following comments:

“Legal level of accounts, great advice, rapid response and money saving”

· Many of the responses highlighted the benefits of accurately prepared and properly audited accounts, and improved financial systems.  Such benefits instil confidence and reassurance.

· The advice provided has, over time, allowed organisations to consolidate, develop and think beyond mere survival.  The advice has always been provided promptly.

· In the long term, all relationships with WYCAS are a “money saver”.  Less time is needed on essential financial tasks, and expensive accountancy firms “who do not justify their rates” are no longer required.
d.
Are there any other services, relating to financial management you would like WYCAS to offer?
There were 5 responses to this question.  Suggestions of other services included:
· Supporting organisations with limited financial skills.
· Advice in opening bank accounts.
· Help in completing funding applications (??already offered??).
· Full cost recovery.
e.
What financial training courses would be useful to your organisation?


There were 13 responses to this question.  Amongst the suggestions for courses were:

· QuickBooks training.
· Sage certificate in computerised accounting.
· Basic bookkeeping and accounting.
· Annual training for new members re finance and understanding accounts.

f.
Comments on re-designed WYCAS website.


There were 4 very positive comments including:

“Brilliant, I recommend it to people all around the UK”.

g.
Why do you think there is a need for the services WYCAS offers?


There were 24 responses to this question which can be summed up in the following quote:


“Because very small social enterprises like us could not afford commercial accountancy training on services, without WYCAS we would still be using rudimentary and unprofessional bookkeeping procedures.  WYCAS is a lifeline to non-profit organisations”.
· Affordable service – there were a number of comments on this including one organisation that had saved £600 in one year by using WYCAS.
· Promoting professional standards – many organisations commented on the clear, accessible professional advice which boosted.

· Confidence and ensured sustainability and survival, to the point that WYCAS support can mean that some organisations “do not end up bankrupt”.
WYCAS Evaluation 2010- Summary of results
Leeds – 57 Responses

1.
Quality of Service
There were 226 comments on the quality of service provided by WYCAS, distributed as follows:


137 – Excellent


83 – Good


6  – Average

In the ‘excellent’ category the main service areas identified were:

One to one support – 32 comments
Preparation/examination of accounts – 31 comments

Telephone advice – 28 comments
Good Practice Leaflets – 16 comments

In the ‘good’ category the comments were spread across all 7 areas, the main ones being:

Newsletter – 29 comments

Telephone advice – 11 comments

Good Practice Leaflets – 15 comments

Group Training courses – 10 comments

2.
Assessment of benefit of WYCAS input to individual organisations


There were 154 comments on the benefits of WYCAS input to individual organisations, over 7 service areas.  The most identified areas were as follows:

Financial record keeping – 40 comments

Annual accounts – 38 comments

Financial Procedures – 28 comments

Financial Planning – 19 comments

The least identified areas were as follows:

Costing for fundraising bids – 5 comment

Reports to funders – 12 comments

Financial decision making – 12 comments

3.
Results of responses to specific questions


a.
What have you found most useful about WYCAS services?

There were 48 responses to this question.  They are largely summed up by the two quotes from respondents as follows:
“Professional and accessible advice at short notice tailored to the needs of the individual/group i.e. staff, volunteers, committee members”.
“The one to one support which is always professional and offers peace of mind”.
· There were numerous comments on ‘the quality of the professional advice delivered in a friendly non bureaucratic way.
· The advice was easily accessible and sometimes made available at very short notice.
· One to one sessions were particularly valued and received numerous positive comments.
· The advice was not “one size fits all” but tailored to the needs of different roles within the organisation.

b.
What could be improved or changed?


There were 21 responses to this question the vast majority expressing satisfaction with the current service.  There were two substantive comments:
· Hold training courses in a variety of training centres (?ease of access?).
· Need to look at the charging system for one to one work, where an organisation has apparently an income over £250, but from one funder to pay partners, so the actual income if far less, but top rates still have to be paid.
c.
What do you see as your organisations long-term benefit gained through your contact with WYCAS?


There were 43 responses to this question.  The following points were made on a number of occasions and cover the majority of the responses given:
· Better understanding and increased confidence in handling financial procedures, budgeting and accounts preparation.
· Increased professionalism and a better skill level, with organisations being able to accomplish tasks which were totally beyond them before WYCAS offered them a service.
· Both of these lead to an overall improved performance, with better control over budgeting and a much reduced risk of overspending.
· Greater accuracy at all levels with proper record keeping procedures in place.
· Problems are no longer a problem, because WYCAS has skill, resources and accessibility to help sort out problems on an ongoing basis.
d.
Are there any other services, relating to financial management you would like WYCAS to offer?

There were 16 responses to this question, and substantive suggestions were as follows:
· Help with costing for funding bids.
· Budgeting and cash flow forecasting.
· SAGE.
· Help with funding grants for equipment.
· QuickBooks helpline.
e.
What financial training courses would be useful to your organisation?


There were 15 responses to this question and the following substantive suggestion were made:
· QuickBooks – general overview & PAYE and invoicing.
· Budgeting and financial forecasting.
· Training in business/marketing.
· Training on understanding different financial reports.
· Basic accounting session for all committee members.
f.
Comments on re-designed WYCAS website.


There were 10 general favourable comments with no substantive points.

g.
Why do you think there is a need for the services WYCAS offers?


There were 46 responses to this question which are largely summed up in one short comment:

“You understand the sector and don’t charge a fortune”.

The majority of the comments emphasised WYCAS’s understanding of the voluntary sector, and its “complete experience of the issues”.  Allied to this was the recognition that small charities lack financial expertise but “need to master financial systems and keep proper records”.  Finally there was considerable comment on the value for money offered by WYCAS and the fact that “WYCAS understands the needs of small charities much more than commercial accountancy firms”.

WYCAS Evaluation 2010- Summary of results
Bradford – 60 Responses

1.
Quality of Service
There were 229 comments on the quality of service provided by WYCAS, distributed as follows:


166 – Excellent


62 – Good


1  – Average

In the ‘excellent’ category the main service areas identified were:

One to one support – 33 comments
Preparation/examination of accounts – 28 comments

Telephone advice – 37 comments
Good practice leaflets – 23 comments

In the ‘good’ category the comments were spread across all 7 areas, the main ones being:

Newsletter – 17 comments

Good Practice Leaflets – 17 comments

2.
Assessment of benefit of WYCAS input to individual organisations


There were 164 comments on the benefits of WYCAS input to individual organisations, over 7 service areas.  The most identified areas were as follows:

Financial record keeping – 36 comments

Annual accounts – 35 comments

Financial Procedures – 29 comments

Financial Planning – 24 comments

The least identified areas were as follows:

Costing for fundraising bids – 9 comment

Reports to funders – 12 comments

Financial decision making – 19 comments

3.
Results of responses to specific questions


a.
What have you found most useful about WYCAS services?

There were 58 responses to this question which can be summed up in the reply of one organisation which sent in the following comment:
“Personalised service – low costs – quality of information and advice given”

These three headings summarise the vast majority of the 58 responses received:

· Personalised service – over 30 comments mentioned the “one to one” support sessions, accessible telephone advice and a friendly and approachable staff team.  The service offered was seen as “encouraging”, confidence boosting” and “flexible”.

· Low costs – comments included “low charges”, “value for money” and “unable to afford professional accountants fees”.

· Quality of information/advice – responses identified that the info/advice given by WYCAS was often better than that previously given by big accounting firms, other comments included reference to “first class training”, “continued up to date information” and “being able to speak to people who are not just accountants, but who have experience of the voluntary sector as well.


b.
What could be improved or changed?


There were 18 responses to this question, 9 of which indicated that no change was necessary.  Of the other comments, two substantive suggestions arose:
· Improve availability of service – regularity and waiting times were issues.

· The delivery of higher level support to social enterprises including strategic financial management and ROI/SROI.
c.
What do you see as your organisations long-term benefit gained through your contact with WYCAS?


There were 51 responses to this question.  Two comments from respondents sum them up:


“WYCAS has helped us to have a good financial history, good with donors, Charity Commission, accountability”.

“One word – SUSTAINABILITY.  I’m not sure we would still be here if not for the robust financial systems, I was helped to create a few years back”.


The majority of comments pick up on these two points and the mechanisms for achieving a “good history” and “sustainability”.  Most prominent of those mechanisms and this figures in 35 of the responses, is that of good accurate accounts based on sound procedures, and set up in such a way as to produce the reports required in a streamlined manner.  As one respondent put it:


“Solid accounts ensure long-term stability”.


Along with sustainability and stability comes reassurance.  Many respondents highlighted increased confidence based largely on the systems now in place and the knowledge that WYCAS can be contacted at any time.


There were also comments about the low cost of the service when compared with mainstream accountants.

d.
Are there any other services, relating to financial management you would like WYCAS to offer?
There were 7 responses to this question and substantive suggestions were as follows:
· Courses for service users on their own individual budgets.

· Accounting systems related to how specific funding has been spent.  Also costing of bids.

· VAT advice.
· Courses on coping with funding cuts.
e.
What financial training courses would be useful to your organisation?


There were 34 responses to this question and the main suggestions, in descending order, were as follows:
· QuickBooks training (most mentioned).
· Budgets and forecasting.

· Preparation and understanding of accounts.

· General overview introduction to finance for new committee members.

f.
Comments on re-designed WYCAS website.


There were 14 generally favourable comments and two substantive points:
· Website is a bit Euro-Centric.  Possibly need for more diversity.

· Website does not validate against doc type declaration, nor does it pass basic accessibility guidelines.


g.
Why do you think there is a need for the services WYCAS offers?


There were 49 responses to this and the two quotes below sum up the majority of them:

“Good financial procedures are an essential part of offering a quality community service.  I don’t know where else we could get such support without paying a fortune on the open market”.

“Most people in the voluntary sector are taking on the managing of accounts from an untrained base, so the help offered is invaluable”.

Many of the comments emphasised both the capability and capacity issues in the voluntary sector, in that complex financial matters have to be dealt with by untrained volunteers in many cases, and the size of organisations precludes either employing someone with sufficient skill, or paying a high cost for training, WYCAS is seen as the answer to the needs of small voluntary organisations in this situation.
