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50  
Dedicated volunteers  

Members of staff 

25 

The year our first  

IW offices opened 

1965 

Chief Executive’s Report 
 
 
I continue to be impressed everyday with 
what our volunteers and staff do to help 
people on the Island. The main thing that 
keeps us moving forward is the drive to 
maintain that support for 1000s of  
Islanders who need advice, information 
and guidance to get them through the 
problems life has thrown at them.  
 
We have been able to provide that support 
not only with face to face appointments 
but on the phone and, now, via email and 
webchat, reaching more people who may 
not be able to travel to our main office or 
outreaches, or people who want the  
convenience of getting help when at home 
or at work. Our new local website  
highlights information on what we do in a 
vibrant format and our support websites 
of “Isle Find It” and “IsleHelp” continue to 
offer avenues to people seeking to self-
help.  
 
Our financial situation has been at the top 
of my things to do and we are grateful for 
an extension of one year to the funding 
received from Isle of Wight Council.  
We proved we are a valued resource for 
Tax Advice receiving another year’s  
funding from HMRC too and are part of 
the successful bid with Healthwatch IW for 
a 5-year contract to assist people  
navigating our health system.  
 
Looking forward though we have to  
reduce our costs and seek new sources of 
funding to keep on delivering our  
charitable aims as we have done since the 
1960s. Our plan to work ever closer with 
partners and public bodies is the only way 
to make the changes needed for the  
future.  
 
I know 2018-19 will be a key year for us as 
we decide how and where we are going to 
deliver our services. It is an exciting time 
to be in this charity and I am very proud to 
be part of the team. 

Paul Savill 

Chief Officer 

7,000 
clients this year  

Over 



Chair of Trustees Review 

 

The charity has had an outstanding year 

and has continued to provide valuable 

(and valued) advice to many thousands of  

Island residents. The breadth of support is 

staggering, spanning from Healthwatch to 

tax to welfare benefits, employment, debt 

and helping people with life limiting  

conditions with the support of Macmillan. 

  

We live in very difficult times where  

everyone is being squeezed financially.  

Despite that we as a charity, have  

managed to cope with ever increased  

demand and a widening of our service. 

However, we are approaching a point 

where we urgently need to generate more 

income and during the year under review 

the board has laid down plans to achieve 

this. Implementation started in the  

current year and results are, so far,  

encouraging.  

 

Responsible lending is something we are 

campaigning for nationally. Getting into 

debt is too easy and often presented in a 

way that makes it sound attractive. We 

believe education on how to manage or 

avoid debts reaching unmanageable 

amounts would be of great help to our  

clients and the community at large. 

 

We are fortunate to have such a dedicated 
group of volunteers and employees who 
often go ‘the extra mile’ to help people. 
They are ably led by our Chief Officer, Paul 
Savill, and to all of them I would like to 
offer my thanks and that of the Board for 
their continuing dedication.  

Bob Bullivant 

Chair of Trustees 



45%  
via letters, email, web 

forms and Adviceline 

Neighbourhood  

outreach locations 

5 

Top issues are: 
Debt, Benefits, Housing, 

Employment and  

Relationship problems 

5 

At the heart of our Generalist Advice and 

Information service is a growing team of 

50 Volunteers who commit their time to 

support the Island community providing 

reception duties, digital support,  

assessments, advice & information,  

casework and administrative support.  

 

Volunteer advisers have dealt with over 
7,600 enquiries through different access 
channels. This highlights the need for  
advice, information and guidance for  
clients to navigate themselves around 
complex issues in a less supportive  
society. 
 
People seeking welfare benefits advice 
and information including Universal Credit 
and disability benefits is our largest  
enquiry area. Complex enquiries have led 
to volunteers focusing on housing,  
employment, relationships & family,  
energy and immigration. Enforcing  
employment rights has increased with the 
cessation of costs to take a case to an  
Employment Tribunal. It was identified 
that young people were not fully aware of 
their employment rights and  
responsibilities. We managed to secure 
funding for our Employment Rights  
Adviser who has visited Colleges and Sixth 
Forms across the Island and successfully 
undertaken casework for complex  
employment tribunal cases. 
 
 
Our Generalist Adviser and highly trained 
volunteers work in 5 rural, neighbourhood 
locations. We increased the service in  
Ryde by establishing a ‘drop in’ outreach in 
Ryde Aspire and appointments in Ryde  
Library. In Freshwater we joined ‘Our 
Place’ and now provide weekly  
appointments.   

55% 
of clients use  

face to face services 

Activity and Outcomes 



Our ‘initial check’ service - a quick and 

simple interaction with a client has proven 

successful in helping clients to help  

themselves and ensure any clients who 

need advice go straight to the correct  

adviser or signposted appropriately to a 

more appropriate agency or organisation.  

With our High Street location and public 

access ‘digital suite’ clients can self-help or 

be supported with Citizens Advice and  

other online information.  

 

In August we joined up with the national 

Citizens Advice network to provide a  

webchat and email service which is  

already proving successful across the Isle 

of Wight. We’ve managed to help a greater 

amount of people and this has proven  

successful within our training programme 

too. 

 

Looking around the local office it’s great to 
see what a huge mix of volunteers we 
have working with us, always facing new 
challenges positively whether its  
introducing new IT (our client  
recording system CASEBOOK) or new 
Channel delivery (Email and Webchat) or 
ever-changing legislation, policies and  
procedures across a broad range of topics. 
Next year we will recruit and train more 
Volunteers from a variety of backgrounds 
and increase telephone and localised  
access. The volunteers bring a wealth of 
experience to deliver our advice and  
information using existing skills and we 
provide the necessary training. When the 
initial training is complete they continue 
to be fully supported through their further 
training to be fully ‘qualified’. It is always 
rewarding when volunteers who are  
looking for new skills and to help people 
find they have achieved this. And when 
the service we provide makes a difference. 



957  
PAYE queries  

solved 

Clients assisted with 

self-assessments 

1222 

Clients assisted with  

setting up  

Personal Tax Accounts 

1444 

The service has now been running for 24 
months, supporting 4155 people in year 2. 
In that time the project has proved hugely 
successful and is valued by the  
community. We give advice and guidance 
on a wide variety of tax issues from Child 
benefit to setting up as self employed. Our 
clients have been assisted to pay the  
correct amount of tax and avoid penalties. 
 

All clients are directed through our digital 
suite to facilitate the demonstration of 
HMRC digital systems and wherever  
possible to set up a Personal Tax Account. 
We have helped 1144 people to do this. 
 

We have supported clients starting new 
businesses through the ‘Learning Links’ 
platform funded by DWP and the Chamber 
of Commerce, directing clients through 
the HMRC website and assisted with  
registering their new businesses on line. 
The Chamber of Commerce asked us to  
attend their sessions for people starting 
new businesses and these events have  
enabled us to ensure that new businesses 
are able to digitally self-serve from the 
start. We have also educated individuals 
becoming self employed with regard to 
the tax Credits system to ensure that the 
correct claims are made from the outset 
and with regard to budgeting for their  
national insurance and self assessment 
tax liabilities. 

We have attended events with many  
partner organisations and have also  
attended Prison events at Albany and 
Parkhurst prison for both ex and currently 
serving members of the department which 
has meant that we now have a firm  
contact with the prison as both a large 
employer and for clients leaving custody 
who wish to return to work. 

We have weekly outreach services in Ryde, 
Freshwater, Ventnor and East Cowes 
which all have areas of high social  
deprivation. 
 
We have assisted clients in claiming 
£250865 worth of additional child benefit 
and Tax Credit. 
 
 

1379 
Clients helped with  

their tax credits 

Activity and Outcomes 



Client with a sight impairment needed 
help completing a Tax Credit Application 
form and a Child Benefit form.  
 
The client was suffering from financial 
hardship, living in an under occupied 
house, in rent arrears and all the benefits 
needed updating. This was a complex  
situation as the client was not sure if an 
ex-partner was still claiming benefits for a 
child he now had full responsibility for. 

We gave advice and support with the Child 
Benefit application process and supported 
the client to access the Voluntary Sector 
Tax Credit Helpline whereby the adviser 
agreed to go through the Tax Credit  
Application over the telephone and will 
ensure that any future correspondence 
comes in large print to make it easier to 
read.  
 
Advice was also given to the client on his 
responsibilities around informing HMRC of 
any changes in circumstances and  
completing the annual declaration. 

Case study 



197 
SSC1 forms 

completed 

Mandatory  

Considerations 

22 

Success rate at  

tribunals 

74% 

For people who are unable to work or 
need extra support due to their long term 
health conditions or disabilities, benefits 
are crucial to their survival. The benefits 
system is complex and processes are often 
over-long and incredibly stressful to  
negotiate. This, on top of having an illness 
or disability to contend with in the first 
place can create incredibly high levels of 
stress and anxiety. We support clients to 
try and navigate these systems and  
processes. 
 

In the period between April 2017 and 
March 2018 the Welfare Unit provided 318 
face to face appointments, helping clients 
access approximately £503,670. It is likely 
that this sum is an under estimate of the 
true total, as the Welfare Unit are not al-
ways informed of back payments for  
Employment Support Allowance (ESA) 
which are at the discretion of the  
Secretary of State. 

 
Receiving an inaccurate decision when 
first assessed can have significant  
detrimental financial and health impacts 
on clients.  In one example a client waited 
from March 2017 to March 2018 before  
being awarded PIP and a back payment of 
£3292.72 The Welfare Unit continued to 
support them throughout this process, 
but, during this time they incurred  
substantial personal debt and were 
threatened with eviction, resulting in 
heightened anxiety and increased mental 
health issues. 

Activity and Outcomes 

Successful PIP 

Applications 

49 



Many clients experience multiple barriers 
when obtaining evidence required to  
appeal their claims including tight  
timescales, meeting descriptors for both 
physical and mental health conditions, 
GPs refusing to provide evidence, as well 
as financial barriers.  
 
Many clients have expressed concerns 
about there being no proper purposeful 
mandatory reconsideration of the original 
decision, and decision maker bias, which 
accounts for the high number of appeals 
being dealt with by us. This is shown  
clearly when we consider that 75% of the 
cases which are appealed then end up  
being awarded in the end anyway.   
 

Client Journey 

The UK Parliaments Social Security  
Advisory Committee, as part of its  
independent work programme, last year 
published a paper on Decision Making and 
Mandatory Reconsideration. This study 
concluded that Mandatory  
Reconsideration “could be an efficient  
process that provides opportunity for 
timely review” but that “the process does 
not work as well as it should.” However, 
until the recommendations are  
implemented the Welfare Unit will  
continue to see an increase in demand 
from clients for support with appeals. 

Finally 



79% 
of clients aged 

25-54 

awarded in  

energy top ups 

£4489 

awarded in  

supermarket vouchers 

£14,745 

The Help Through Crisis scheme aims to 

work with clients both to stabilise  

immediate crisis, to provide longer term 

support through action plans to reduce 

continued vulnerability. The project also 

aims to identify systemic problems and 

failures and to effect change in these  

areas.  

The project launched in May 2016 and is 

funded partly by the IW Council as a  

successor to its local assistance scheme 

and by The Big Lottery. 

We now have a robust system in place to 

ensure that we can follow a client’s  

journey and this information and client 

journeys are shared with partners who go 

on to support our clients (with GDPR  

consent) to achieve the best outcomes for 

our clients and save them having to repeat 

their story. 

As well as continuing to see a large  

proportion of clients who are benefit  

dependent, we are also now working with 

clients who are being let down by the  

Universal Credit migration. Delays in  

initial payments and fifty percent  

advances which push families further into 

debt and poverty have added to our  

workload. 

In year two 626 beneficiaries have had 

their immediate intervention needs met. 

This has taken the form of food, shelter, 

clothing, fuel and community care to  

improve their living circumstances. For 

some clients this has simply been helping 

them to access services that day and for 

some this has been about  

supporting them and giving them the  

confidence to move forwards over a  

period of months.  

234 clients were referred to our partner 
agencies for their specialised support : - 
Team Around the Person, Footprint Trust, 
Age UK, Law Centre, Foodbank. 

36 
of our applicants were 

homeless  



A great example of the difference HTC has 

made is the Client 1 who has gone from 

hiding from the debt collector at his door 

and being unable to touch food to being 

able to start a small gardening business 

and go food shopping. We are proud to be 

able to deliver this service. 

Client 2 made an application for HTC due 
to loss of employment. The client was  
fearful of losing her tenancy due to her 
sudden loss of income which resulted in 
high anxiety levels and deteriorating  
mental health.  HTC were able to deal with 
the immediate emergency giving the client 
much needed food, in the form of a  
foodbank voucher, supermarket voucher 
and fuel top up.  To give further support 
HTC was able to refer the client to Team 
Around the Person (TAP) who helped with 
her housing situation, benefit  
applications, maximising her income and 
referring her for further personal and 
emotional support to raise her self  
esteem.  The TAP Coordinator continues to 
visit and monitor current services  
involved, client advises that she is feeling 
less anxious and will continue to engage 
fully with services to improve her  
Physical / Mental wellbeing. On last visit 
client advised that she felt like “a weight 
had been lifted “ 

Case Studies 

As part of our year 2 review, we have 

been looking at how successful the  

project is. We are delighted that 66% of  

clients were out of crisis with a single HTC 

application. 

And, only 29% of clients required extra 
support and made 2 or 3 HTC applications. 



I wanted something to use 

my skills, stretch me and 

to help the most  

vulnerable in  

our community. 

Jenny 

I find volunteering at  
Citizens Advice Isle of Wight 

challenging and at times 
frightening but also  

satisfying to be part of a 
very supportive team  

Lynn 

There’s a real sense of  
teamwork at CAIW.  

Only by working together 
can we support the  
community through  
ever changing times. 

Ben 



Highly recommend. If you 
hadn’t informed me of my 

Rights, that I could use when 
approaching the retailer,  
I wouldn’t have received  
my replacement goods.  

Thank you so much! 

The helpful advisers at  
Citizens Advice helped me 

with my Pension Credit  
problem. They admitted they 

were in the wrong and  
refunded me in full. 

Your help was invaluable to 
us.  We were able to see 

what help we were entitled 
to thanks to your very 

knowledgeable  advisor. 
We’re better off thanks to 

your help! 



£1450 
Average amount  

per debt 

Average income 

per client 

£1281 

Average expenditure 

per client 

£1224 

Our Money Advice Unit is funded by the 

Money Advice Service (MAS) and consists 

of 2 full time money advisers and 1.5  

administrators. All staff are accredited 

with the Money Advice Service in order to 

ensure we are giving the best possible  

advice to our clients. 

During 2017-18 money advice and  

assistance was provided to 793 clients 

(compared to 873 last year) to help find a 

resolution to their financial issues.  Our 

clients continue to be those who live on 

low incomes, struggling with the basics 

like maintaining household bills and  

paying for basic needs with very little left 

over to build any kind of emergency fund/

buffer. 

 

 The overall level of debt the unit has dealt 

with totals £1,759,246. This is 33% higher 

than the previous year and we are seeing 

people come to us when they are at  

absolute crisis point increasing levels of 

priority debts (rent, mortgage, utilities) as 

well as credit debts. Cases are often more 

complex and made up of many smaller 

debts as opposed to several larger ones. 

 

Credit debts remain the highest form of 
borrowing, with unsecured loans and  
credit cards being the most utilised 
source. 33% of the debts we supported 
people to resolve were unsecured loans at 
a total value of £585,115. These types of 
credit attract high interest rates, just  
paying the minimum contractual amount 
each month means debts are unlikely to 
be repaid within a reasonable time frame.  
This has led to further increased  
borrowing in order to service debt  
repayments, resulting in unmanageable 
commitments and impacting upon client 
eligibility to enter into longer term  
solutions. 

Average debt  

per client 

£2255 

Activity and Outcomes 



This year the money advice unit has seen 

a slight fall in the amount of debt relief  

orders it has supported people with, 79  

compared to 95 last year. And the total 

amount of debt applied to be written off 

under debt relief orders has also fallen 

from last year’s total of £1.1m down to 

£792,588. 

As well as extending our presence at  

outreach which now includes Foodbanks 

in different locations across the Island we 

continue to provide our traditional  

appointment services in Newport, Ryde, 

Sandown and Cowes. We also provide  

advice via digital platforms, such as phone 

and email and hope to incorporate further 

digital means such as skype or live chat to 

reach wider into the community. 

 

 

We continue to work with our partners in 

each of these locations to ensure that  

clients are dealt with more appropriately 

and efficiently. 

Moving forward, our emphasis continues 
to be to implement more financial  
capability training within our advice giving 
sessions, to assist clients to build upon 
their skills when addressing budgeting 
and saving, so that they can take control 
of their finances and aid them in  
preventing falling into financial difficulties 
in the future.  

Finally 



Healthwatch is an independent consumer 

champion created to gather and represent 

the views of the public on health and 

 

 

Healthwatch plays a role at both national 

and local level and makes sure that the 

views of the public and people who use 

services are taken into account. This has 

been nationally recognised this year as 

Healthwatch Isle of Wight won two  

national awards for improving social care  

 

 

In the year just finished, Healthwatch Isle 

of Wight has had to respond to many  

challenges in attempting to get the voice 

of the people heard. Against this  

background, the current consortium of 

Help & Care, Community Action IW and  

Citizens Advice IW were successful in  

securing the contract to continue  

providing a local Healthwatch for at least 

the next five years.  

 

Citizens Advice IW provides the Advice,  

Information and Signposting element of 

the partnership and collects the opinions 

and feedback from local people which is 

used to improve service delivery. 

Registering with a GP: Mr S is over 60 and 

is homeless. After arriving on the Island, 

he slept in a tent for some time, until he 

was asked to leave the area by the  

landowner. He was supported to find 

temporary accommodation but had not 

registered with a GP because he thought 

that he would not be eligible to do this as 

he does not have a permanent   

address. What we did: We advised Mr S of 

his rights to register with a GP despite 

the fact that he does not have any ID or  

evidence of a permanent address and he 

was able to access the medication and 

medical treatment he needed. 

Case study  

2936 
Responses to the 4  

surveys this year 

Reports published 

5 

Pieces of feedback  

from the public 

856 

Recommendations 

made to commissioners   

12 

social care. 

services locally. 



Advice given and feedback received this 

year has been on a wide range of areas, 

contributing to the evidence gathered for 

the key strands of the Healthwatch  

workplan: 

• Advice around financial concerns, for 

example, how to fund a residential 

care placement; grants; travel costs; 

NHS prescription charges; funding of 

care at home; dental costs; direct 

budgets. 

• How to make a complaint about an 

NHS service for example a GP surgery 

• How to make a complaint about  

social care – adult or children’s  

services 

• Finding the right agency; service or 

specialist support for example  

signposting to SEAP for complaints 

advocacy and specific groups for  

mental health support 

• Access to mental health services; IRIS; 

support workers and community 

groups 

• Safeguarding concerns in NHS and  

social care settings. 

 

 

 

 

 



Hampshire Macmillan Citizens Advice  

Service (HMCAS) delivers a consistent,  

targeted and holistic service for people 

affected by cancer who are resident in or 

being treated in Southampton,  

Portsmouth and the Isle of Wight. A team 

of caseworkers and volunteers provides 

specialist advice and face to face support. 

A large majority of the clients we help  

contact us first through the HMCAS  

helpline and we are then able to direct 

them to their local caseworker. 

All our caseworkers, including the one on 

the Isle of Wight, are based in Citizens  

Advice locations, sharing their expertise 

and community networks in order to  

deliver the highest quality casework and 

advice services. 

Clients this year 

306 

£460,000 
Gained for clients in 

benefits or grants 

Case Study 
The client was diagnosed with a primary 

brain tumour in 2017. Due to the cognitive 

impairment caused by the illness consent 

was given to deal with the client’s partner. 

The client’s partner was signed off work 

with stress, so income dropped to  

Statutory Sick Pay and Working Tax Credit 

only. Action was taken on behalf of the  

client and the following benefits were  

secured: Housing Benefit, Council Tax  

Support, Personal Independence Payment 

and a Macmillan grant for travel costs. 

This boosted the couple’s income so that 

they were able to concentrate on the  

client’s treatment and recovery. 

We put the couple in touch with a local 

brain tumour charity which was able to 

give further financial assistance and runs a 

support group. The client’s partner was 

helped in the decision to return to work. 

We enabled the couple to make an  

informed decision by setting out the effect 

that working one day or two days a week 

would have on their benefits income. The 

return to work has given the couple a 

sense of normality to their lives after a 

very difficult year.  



Isle Find It is a well-established Directory 

of Services and the most accurate,  

up-to-date business and community  

directory on the Isle of Wight. 

Isle Find It is designed and operated 

by Citizens Advice IOW,. This means all the 

funds are being used to ensure the 

accuracy and usefulness of the  

information available on the website. 

 

 

You can access all the information you 

need, in one place, including local events, 

local community groups, businesses that 

are recommended by trading standards, 

links to other relevant sites and  

information portals. 

Our aim is to ensure older people feel a 

valuable part of the local community and 

help to reduce social isolation. 

This service is also helpful for carers too, 

as they signpost those under their care to 

appropriate contacts, support groups and 

services. 

 

 

Since the website has been live, we have 

reached over 50,000 unique visitors who 

have accessed over 190,000 pages! 

Many have expressed thanks that this was 

just what the local community needed and 

that it provides a valuable service in  

helping to overcome social isolation. 
 

 

31,609 
Total users 

of users between  

45 - 64 years old 

42% 



We want to cement our position as 
the charity for the community - being 
available locally and providing  
outreach and appointments across 
the Island. 

 
We want to be more accessible to our 
clients and be part of a more seamless 
service for them. In order to achieve 
this, we are partnering with other  
information, advice and guidance  
providers to form the Isle Help Advice 
Centre We will be moving into a  
larger, level access open plan space. 

 
We want to facilitate digital access for 
our clients so they can support  
themselves in the future. In the new 
advice centre, advisers will be on hand 
to guide you through online  
processes. 
 
We will continue to find creative  
solutions to fund our work going  
forward. 





Newport Parish Council 

 

Northwood Parish Council 

 

Ryde Town  Council 

 

Bembridge Parish Council 

 

Lake Parish Council 

 

Niton /Whitwell Parish Council 

 

Calbourne Parish Council 

 

Arreton Parish Council 

 

High Sheriff  IW  

 

Police Mutual Assurance Society  

And a huge thank you to everyone else  

that helped us to help our community! 
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