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Summary 
 

Our service users: 

The majority of our service users are small voluntary and community sector organisations - (80% of respondents 

have an annual income of less than £100,000). The average income of survey respondents has declined since last 

year (in 2013 - 75% had income below £100,000). We also work with larger organisations though this year fewer 

respondents (20%) had an income of over £100,000 and particularly £250,000. This appears to confirm anecdotal 

evidence from our day to day work of the ongoing funding pressures experienced by the organisations we serve. 

Our performance: 

2014 has been another successful year for WYCAS in the perception of our service users. They continue to report 

that we provide them with high quality services - 96.9% rate our services as excellent or good. This is a small 

decrease from last year, although a greater proportion and number rated them as ‘excellent’. Our one-to-one 

personalised support and accounts preparation/examination services are particularly valued. 

What do you think of the service we gave you? 

User rating 2014 2013 2012 2011 2010 

Excellent 72.0% 69.1% 64.8% 72.2% 67.1% 

Good  24.9% 29.2% 33.6% 26.9% 31.0% 

Average   2.2%   1.7%   1.3%   0.9%   1.9% 

Poor   0.2%   0.0%   0.0%   0.0%   0.0% 

Unacceptable   0.6%   0.0%   0.3%   0.0%   0.0% 

   Number of responses            489  454       599                681     693 

Our impact: 

More than four in five (83%) (2013 – 77%) of our service users thought that we had been very helpful in improving 

their financial management and governance arrangements. This represents a continued improvement over previous 

years and included support in the following areas: 

• planning and budgeting; 

• financial decision making; 

• record keeping and procedures; and  

• costing fundraising bids and reporting to funders 

As in previous years, we received a large volume of complimentary narrative feedback. We know from previous 

feedback that service users value our organisation for the following reasons: 

• Lack of access to alternative sources of specialist financial and technical expertise (on the grounds of cost or 

knowledge of the sector); 

• The importance of this expertise in helping them to develop their governance arrangements and fulfil their 

legal and funder obligations. 

 Our learning: 

The vast majority are very happy with the existing range and quality of services. There were few suggestions for 

improving or changing the service which we have summarised and responded to. We will take account of feedback 

and use this to inform our developments in the coming year and in particular relating to training and the accessibility 

of our services.  
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Our service users 
 

Which district are you based in? 

The majority of responses came from service users in Leeds and Bradford… 

 

What is your annual income? 

We serve a wide range of different sized organisations; most have an annual income of less than £100,000… 
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Our performance 
 

What did you think of the service we gave you? 

Over 96% of all service user assessments were excellent or good – our accounts service was particularly valued… 
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We received over 115 separate comments from users on the usefulness of our services to them.  The exhibit below 

shows a ‘word cloud’ of the 40 most commonly used words – from a total of 252 – in their narrative feedback. The 

larger the text size the more often the word was used. 

The most frequently used words typically describe: 

• the services we provide (‘annual’ ‘accounts’, ‘year-end’ and ‘preparation’) 

• what our users value (‘professional’ ‘affordable’ ‘helpful’, ‘support’, ‘advice ‘easy’ and  ‘access’) 

• how they feel we deliver them (‘excellent’, ‘efficient’, ‘friendly’, ‘quick’ ‘personal’ and ‘service’) 

20 of the 40 words below were also the most popular from the same exercise in 2013. 

 

What has been the best thing about your contact with WYCAS? 

Our beneficiaries value the help and support we provide… 

 

(NB: organisational and individual names excluded) 
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Our impact 

 
We asked service users about our impact in helping them to improve in the following financial management and 

governance related areas: 

• financial record-keeping; bookkeeping/ 

computerised accounts 

• annual accounts 

 

• clarity on financial responsibilities • financial procedures 

• financial planning and budgeting • reporting to funders 

• costing for fundraising bids • financial decision making 

 

 

Has our input helped you improve your financial management and governance arrangements? 

Our support was consistently rated as helpful... usually very...in improving a wide range of areas (see above)....  

 

Our learning 
 

What could be improved or changed? 

We asked our service users about what could be improved or changed about the way we work or what we do. As in 

previous years the most common response to this question was ‘nothing’. The following examples were typical: 

o “Can’t think of anything - excellent service as always” 

o “I love it the way it is.  Works for me.” 

o “Nothing - very happy with the service and support provided ”  

very helpful

83%

helpful

17%

not helpful

0%

n=370

n=77

n=2
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There were a range of diverse comments to this question including a small number of specific comments, such as 

individual requests to address service needs, which we will follow-up as appropriate. There were several comments 

which can be grouped together into several broad issues. These are analysed in the table below: 

Analysis of survey responses  

Issue raised Sample comment WYCAS Response 

 

Lack of knowledge 

about available 

services 

 

(respondents asking 

for services we 

already provide) 

…“more 

information on 

what you offer” 

 

…”offer training for 

small groups” 

 

 

We know that there are many organisations (and especially small 

voluntary groups) that do not know about us or how we can help 

them. Some whom we already work with do not know the full range 

of our services. We have an ongoing programme of work which is 

aimed at improving awareness of, and access to, the available 

support; this includes: 

• Extending the range of places where our information leaflet 

is available; developing hard copy leaflets specifically about 

our training 

• Improving and promoting better access to our website – 

visitor numbers have increased by 50% in the last year 

• Following up with specific organisations to let them know of 

other ways we can help them 

 

Greater availability of, 

and access, to training 

…”more courses 

could run in 

Huddersfield…”  

 

…” more training 

sessions so that I 

could advance my 

skills” 

We have tried many different things to improve access to our training 

(including using different times and locations etc). Most, though not 

all, courses are run in Leeds and Bradford, if there is enough demand 

for particular training in other areas we will put on a course. We 

address training needs in different ways for example – you can: 

• arrange one to one support with a community accountant 

• book in for a session at an advice surgery which we run 

regularly throughout West Yorkshire 

• contact us to arrange some tailored training for your 

organisation specifically or collectively for your network or 

other partner bodies 

We are also developing on-line learning courses as another option to 

improve access. Details of all our training and support are available 

on our website – www.wycas.org.uk 

 

Concerns about 

pricing  

(for example, fees are 

too high) 

 

…“Charge less” 

 

…“Lower fee” 

 

We understand the ongoing financial pressures the community and 

voluntary sector is experiencing – as a charity ourselves we are 

experiencing the same. In 2014 we lost our biggest source of funding 

- from Big Lottery (30% of our total income); our grant funding from 

West Yorkshire local authorities is also declining.  

 

WYCAS must move to a more fee based model to be able to carry on 

providing the services we do. Grant income we do receive is being 

more heavily targeted on the organisations which really can-not pay 

anything for our support. Fees charged are influenced by the grants 

we receive (or don’t receive) from individual local authorities or other 

funding we can secure for particular areas. The fees we do charge are 

designed to relate to an organisation’s ability to pay. If there are any 

individual issues or concerns please do let us know. 

  

 

We will review all feedback received and use this to inform the developments in our services in the coming year. 


