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Summary 
 

Our service users: 

The majority of our service users are small voluntary and community sector organisations - (85% of respondents 

have an annual income of less than £100,000). The average income of survey respondents continues to decline – the 

equivalent figures in 2014 and 2013 being 80% and 75% respectively. This is consistent with our day to day 

experience of organisations facing continued funding pressures and particularly with loss of grant income. We also 

work with larger organisations - this year 15% of respondents had an income of over £100,000 - and importantly we 

can now support organisations with up to £1,000,000 income with our accounts and examination services. 

Our performance: 

2015 has been a very successful year for WYCAS in the perception of our service users. They continue to report that 

we provide them with high quality services - 97.6% rate our services as excellent or good. A greater proportion than 

ever – over three quarters – rate our services as ‘excellent’. Our one-to-one personalised support and accounts 

preparation/examination services continue to be our most highly valued services. 

What do you think of the service we gave you? 

User rating 2015 2014 2013 2012 2011 2010 

Excellent 75.6% 72.0% 69.1% 64.8% 72.2% 67.1% 

Good  22.0% 24.9% 29.2% 33.6% 26.9% 31.0% 

Average 1.4%   2.2%   1.7%   1.3%   0.9%   1.9% 

Poor 1.0%   0.2%   0.0%   0.0%   0.0%   0.0% 

Unacceptable 0.0%   0.6%   0.0%   0.3%   0.0%   0.0% 
   Number of responses           295      489        454             599               681           693 

Our impact: 

Four in five (80%) of our service users reported that we had been very helpful in improving their financial 

management and governance arrangements. This is similar to previous years and included support in the following: 

 planning and budgeting; 

 financial decision making; 

 record keeping and procedures; and  

 costing fundraising bids and reporting to funders 

We also received significant complimentary narrative feedback. We know from this feedback and our previous 

experience that service users value our organisation for the following key 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 the 

feedback from this survey and our other satisfaction measures and use it to inform our developments in the coming 

year.  
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Our service users 
 

 

What is your annual income? 

We serve a wide range of different sized organisations; however respondent average income continues to decline 

 

  

Under £10,000 
39% 

£10,000 - £100,000 
46% 

Over £100,000 
15% 

(2014 - 56%) 

(2014 - 24%) 

(2014 - 20%) 
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Our performance 
 

What did you think of the service we gave you? 

Over 97% of all service user assessments were excellent or good – our one to one service was particularly valued… 

 

NB: Figures relate to the number of separate individual responses  
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We received 68 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 165 – 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 (‘accounts’ and ‘advice’) 

 what our users value (‘professional’, ‘easy’, ‘access’, ‘support’, and  ‘service’) 

 how they feel we deliver them (‘excellent’, ‘efficient’, ‘friendly’, ‘helpful’, and  ‘practical’) 

16 of the 40 words below were also the most popular from the same exercise in 2014. 

 

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

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)....  

 

  

very helpful 
79.4% 

helpful 
20.2% 

not helpful 
0.4% 

n=200 

n=51 

n=1 
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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 “I haven't found any part of this service which needs change or improvement. Many thanks.” 

o “No need to change from my point of view” 

o “We are totally happy with your service”  

We try to follow up all adverse survey assessments as a matter of course though in some cases it can been difficult 

as respondents can chose to remain anonymous. We received a small number of comments about specific service 

issues. These are included in the table below with our response. 

Analysis of survey responses to question – What could be improved or changed?  

Comment raised WYCAS Response 
 

‘more support for small 
groups and cost effective’ 

Most of the organisations we support are small groups.  39% of those responding to 
our 2015 survey have income of less than £10,000. We have committed to maintain 
free one to one support for all purely voluntary groups even if we are not funded to 
do so. Many of our services are still available without charge including: 

 A free telephone advice line;  

 regular advice surgeries throughout West Yorkshire; and 

 comprehensive website of tools and resources 
 
We know there are many organisations (and especially small voluntary groups) that 
don’t know about us or how we can help them. Some whom we already work with 
don’t know the full range of our services. We have an ongoing programme of work 
which aims to improve awareness of, and access to, our available support. 
 

‘Location of office’ 
 

Our main office is in Leeds but we have service access points at voluntary sector 
partner buildings throughout West Yorkshire. Some are not always the most 
accessible and for groups who use them to transfer their accounting records there is 
also now the option to use a courier as an alternative. Please ask your community 
accountant about this when booking in your accounts. Where feasible we are also 
trying to complete more accounts work at an organisation’s own premises.  
 

‘More individual time for 
organisations’ 
 

It is difficult to respond without further detail. One to One support is a key service 
and is available through West Yorkshire. It is traditionally our most popular and 
valued service by clients. There is no restriction or limit on availability or access. 
Funding pressures and grant reduction also means we are looking at more ‘one to 
few’ training and workshop sessions as an additional method of delivery where this 
aids specific learning outcomes. This is not intended to replace one to one support 
which we have found over time is the most effective way of developing financial skills 
and experience with the organisations we work with.   
 

‘Finance Forum meetings in 
different areas or venues’ 
 

Our Finance Forum offers a free informal quarterly networking and learning session 
on finance issues. It is held in Bradford. During 2015/16 we have trialled a similar 
forum elsewhere in the Bradford district, in particular in Keighley but attendance has 
been poor. We will consider other locations if there is sufficient demand. 
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Comment raised WYCAS Response 
 

‘cost has become too high’ 
 
(2 adverse ‘poor’ service 
assessments were followed 
up and related to issues 
about the charging structure 
for one to one support we 
introduced in 2015) 
 
 

We understand the ongoing financial pressures the community and voluntary sector 
is experiencing – as a charity ourselves we are experiencing the same.  
 
WYCAS is moving to a more fee based model to be able to carry on providing the 
services we do. Grant income we receive is being more heavily targeted on the 
organisations which really can-not pay anything for our support. (All voluntary groups 
receive free one to one support).The fees we charge are influenced by the grants we 
receive (or don’t receive) from individual local authorities or other funding we can 
secure for particular areas. Fees are designed to relate to an organisation’s ability to 
pay. If there are any individual issues or concerns please do let us know.  
 

‘Quicker response times (I 
appreciate the difficulty of 
your limited resources)’ 
 

Although unclear which WYCAS service this comment relates to, it could be our 
accounts service. There are peak periods of activity at particular times of the year 
typically summer and autumn. It makes it really important that groups contact us in 
good time and provide the necessary information to make the process as easy, quick 
and cost effective as possible. We have issued guidance to help which is available 
here. We always aim to meet client deadlines and in 2015/16 our accounts survey 
results showed that we met 100% of all client deadlines. However, realistically we 
may struggle to turn accounts round quickly if groups don’t book them and just drop 
off records at short notice in advance of a pending deadline.  
 

  

We review feedback received from all sources and use this to inform the developments in our services in the coming 

year and beyond. 

http://www.wycas.org.uk/wp-content/uploads/2016/04/WYCAS-accounts-process.pdf

