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Introduction  

from the Chair 

I became Chair of the Citizens Advice Isle of 
Wight Trustee Board in October 2015,  
having been Vice-Chair for 5 years. During 
this period, a number of changes have  
taken place, one of which was to welcome 
our new Chief Executive, Paul Savill in  
September 2016. For me, this came as a 
huge relief; now we could commence  
moving forward again, the trustees could 
go back to governing and developing the 
strategic direction of the organisation in 
the knowledge that the leadership and  
operational management was in good 
hands. During 2016, the Trustees were 
heavily involved in a bidding process to  
expand the work of Citizens Advice, which 
would have provided employment for a 
number of Island people. Although we were 
successful through two stages, we did not 
win through to the final stage.  
 
 
However, having said that we all learnt 
much about ourselves in the process, 
where the gaps were and how to ensure 
that these gaps were closed for future  
bidding rounds. I would like to take this  
opportunity to thank all those Trustees, 
staff and volunteers who gave so much of 
their time in preparing this bid.  
Several new projects came on stream, one 
being the Big Lottery funded  
project “Help Through Crisis, which  
included funding from the Isle of Wight 
Council’s Local Assistance Scheme.  

 These projects have allowed us to employ 
additional full and part time staff which 
makes a real impact on the lives of the 
people in our local community. IsleHelp 
CIC has continued to grow and develop 
with our strategic partners.  
The greatest impact has been shown 
when Isle Help has intervened at an  
earlier stage preventing a crisis occurring 
or reoccurring through support via  
various agencies. Clearly, added value is 
the key to its ongoing success. There is 
also a collective commitment with our 
shareholder Age UK and the IW Council to 
continue public access to effective advice, 
information and guidance. This will  
undoubtedly help people to respond  
positively to debt, housing, health,  
welfare, employment, consumer rights 
and other issues. 

HMRC awarded a one-year contract to  
deliver a dedicated tax service on the  
island, which has been so successful  
supporting around 4,500 people, that we 
were able to secure a further 12 months 
funding. Smaller successes with funding 
have come on stream which you can read 
about in this report.  

We have continued to review the  

accessibility of our service to ensure we 

reach out to all the community.  

Outreach has fulfilled some of the  

difficulties people have been  

experiencing. Difficult decisions had to be 

made and I found this harder than I  

imagined.  I will be standing down both as 

Chair and Trustee at the September AGM 

and handing this role on to another  

Trustee, in the knowledge that this  

charity will be in good hands and will  

continue to be a major player in the  

voluntary sector in years to come.  

Finally, I would like to express my  

sincere gratitude to the Trustees who 

have provided me with wisdom and  

confidence, Paul Savill our CEO and the 

hard working and committed staff and 

volunteers.   

Janet Hopkins 

Chair Citizens Advice IOW 



An overview  

from the Chief Officer 

This year has seen even more people  
being supported and guided by Citizen’s 
Advice Isle of Wight. I was lucky enough 
to become the new Chief Officer at the 
beginning of September 2016 and I have 
been amazed by the breadth of issues our 
volunteers and staff deal with on a daily 
basis. You can see the figures in the  
following pages but they do not tell the 
real story of anguish that are behind 
many of those numbers. This charity 
alongside our partners hopes to change 
people’s lives for the better. This can 
seem a daunting challenge but every day 
we know we help people through times of 
crisis. Our welfare team has seen an  
increase in demand for help in appeals for 
people who have had either Employment 
Support Allowance or Personal  
Independence Allowance taken away.  
The team is very successful in getting 
these decisions overturned but it is very 
time consuming. It goes to show how 
many of our clients are let down by the 
system that is supposed to support them. 

Through various channels we highlight to 
local government, government, regulators 
and industry where the problems and  
challenges are across a range of policy  
issues. Our ability to share our unique 
frontline evidence is crucial to many  
people and will become even more so as 
fundamental changes to the benefits  
system take effect over the coming 
months with the introduction of Universal 
Credit. Whilst we back the simplification of 
the welfare system, too many people are 
suffering during long periods of waiting as 
the new system is rolled out across the 
country. We want to be prepared for UC’s 
arrival here and hope the other agencies 
involved too ensure this is not causing  
additional hardship to Islanders. 

We will continue to be as accessible as 

possible. We now answer more calls on 

Advice Line (but need to do more) and will 

be offering webchat as a new service, 

hopefully opening our support to a wider 

age range or to those who cannot access 

us during the working day. Staying open 

and maintaining our free service needs 

constant financial support and we are 

very grateful to our main funders listed on 

the first page but also for any donation, 

however small, that keeps us going. 

 
 
A massive thank you to our 50 volunteers 
and 22 staff who work so hard, often  
going that extra mile to help clients, and 
also thank you to the trustees who have 
guided me through my first months here. 

Paul Savill 

Chief Officer Citizens Advice IOW 



Citizens Advice 

Aims 

The Service  

 

The Citizens Advice service helps people resolve their legal, money and other  

problems by providing information and advice and by influencing policymakers.  

Citizens Advice use evidence of their clients' problems to campaign for improvements 

in laws and services that affect everyone.  

Every Citizens Advice is an independent registered charity. Without funding and  

volunteers Isle of Wight CAB could not continue to provide its services on the Island. 

Aims  
 

The Citizens Advice service provides free, independent, confidential and impartial  

advice to everyone on their rights and responsibilities. It values diversity, promotes 

equality and challenges discrimination.  

The service aims to:  

• Provide the advice people need for the problems they face  

• Improve the policies and practices that affect people's lives  



Citizens Advice 

Principles 

Confidentiality  

 

Citizens Advice offer confidentiality to enquirers. Nothing learned by a  

Citizens Advice from enquirers, including the fact of their visits, will be  

passed on to anyone outside the service without their express permission.  
 

Free  

 

CA services are provided free to clients at the point of delivery.  

Each member bureau, and Citizens Advice, is responsible for operating 

within the principles of the service and protecting the CA brand. At the 

same time it is also recognised that we all need room for innovation  

without deterring people from seeking advice for fear of the cost.  

Independence 

 

The service provided by Citizens Advice is completely independent.  

Citizens Advice are therefore able to offer impartial advice to all clients 

and to take up any issue with the appropriate authority on behalf of  

individuals or groups. 

Impartiality 

 

The service provided by Citizens Advice is impartial. It is open to  

everybody, irrespective of ability, age, gender, gender identity, race,  

religion or belief, sexual orientation and social or economic status.  

Advice and help will be given on any subject without any preconceived  

attitude on the part of the bureau. 



Key statistics  

for 2016 -2017 

Total advice issues 

14,449 

Female 

55% 

Male 

45% 

14% 
Were disabled 

43% 
Had a long term 

health condition 

43% 
Were not disabled 

or had no health 

problems 



The ages of 

our clients 

In terms of our client profile there has been little change. The majority of our  

clients are between 35-64 years old. However, increasing numbers of our clients 

are either disabled or have long-term health conditions. The numbers of clients 

with mental health conditions is also increasing. 



Our top 

issues 



 

Our most challenging issues remain 

Debt and Benefits and Tax Credits. 

There has been no change in the  

priority advice areas during 2016-17.  

On average, our advisers are  seeing  17 

clients per day, with the demand for 

the service being  higher than ever. 

Paul Savill, Chief Officer  



Generalist information 

and advice 

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 and administrative  

support.  

 

Volunteer advisers have dealt with over 

7,400 clients through different access 

channels, an increase of 19% on the 

previous year highlighting the  

increased need for advice, information 

and guidance in a less supportive  

society 

There is an increased demand for  

information and advice relating to  

welfare benefits and universal credit, 

we are supported by out specialist  

welfare benefits team in providing this. 

Complex enquiries have led to  

volunteers focusing on areas for  

example housing, employment,  

relationships & family and immigration, 

supported by our specialist paid  

projects in our Money Advice Service 

and Tax Team. 

 

Energy Best Deal Extra funding has  

enabled us to deliver energy related  

advice assisting clients to manage fuel 

bills, support them with claiming  

benefits, dealing with fuel debts and 

taking energy and thermal efficiency 

measures. 

 

 

Our Generalist Adviser and highly 

trained volunteers provide advice and 

information in five rural and  

neighbourhood locations. 

The face to face service assisted over 

5000 clients with increasingly complex 

problems as more and more people lose 

access to support from statutory  

bodies. Legislation in all enquiry areas is 

continually changing and requires our 

volunteers to keep up to date with 

these changes in our core subject areas 

debt, benefits, housing, employment 

and relationship problems. 

Access was also provided to a further 

2,400 Island residents, through letters, 

email, web forms and telephone.  

Citizens Advice national ‘Adviceline’ is 

operated by our volunteers locally, 

providing initial information,  

signposting and accurate and valuable 

tools to improve their situation. 



 

In April 2016, we introduced an ‘initial 

check’ service - a quick and simple  

interaction with a client.  

•  

To see if they can help themselves 

with or without support via a 

different channel  

•  
Ensure any clients who need advice 
go straight to the correct adviser 
(e.g. caseworker) or get signposted 
appropriately.  

 
 
 
This has been largely successful and has 
helped towards managing the increase 
in demand for services and now forms 
an integral part of our service delivery. 
As we moved through the second year 
of the Isle Help partnership referrals 
were made between partners Age Uk 
and People Matter improving the  
clients journey and reducing  
duplication of services. Our High Street 
location is ideal to provide client with 
self-help information. In January 2017, 
we opened a new ‘digital suite’  
providing the public with access to  
Citizens Advice and other online  
information.  

Looking around the local office it’s 
great to see what a huge mix of  
volunteers we have working with us. 
We aim to recruit and train more  
Volunteers from a variety of  
backgrounds, bringing a wealth of  
experience to deliver our advice and  
information using the skills volunteers 
bring. Whatever the existing skills we 
provide the necessary training.  
 
 
The training for client facing roles takes 
a full 8-9 weeks before a volunteer will 
start interviewing clients and even  
after that time they are 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. 
 
 
As we look forward to 2017-18 there are 
more challenges with new technology 
introducing new channels and  
processes of advice delivery and  
changes to our own advice databases, 
continued roll out of Universal Credit, 
problems arranging and paying for care 
for a people aged 65 or over, tackling 
fuel poverty or offering energy  
education and the still unknown effects 
of Brexit. 



Debt 

Review 

The Money advice unit is funded by the 

Money Advice Service (MAS) and  

consists of 2 full time money advisers 

and 1.5 administrators. 

 

During 2016-2017 the unit provided 873 

clients with money advice and  

assistance to help find a resolution to 

their financial issues.  The overall level 

of debt the unit has dealt with totals 

£1,352,160.00. 

 
Throughout the past year we have  
continued to see clients living on low 
incomes struggling to maintain  
household bills and basic needs with 
very little left over to build a secure 
savings/emergency funds buffer, as the 
below table indicates:- 

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. 

 
 
As a result of the above clients applying 
for debt relief orders has remained high 
and over the past year the Money  
Advice Unit alone has processed 95  
successful debt relief orders writing off 
£1,069,966.02. 

Avg amount per debt £1,189  

Avg debt per client £8,399  

Avg income per client £1,307  

Avg expenditure  

per client £1,294  

Demand for debt advice remains high, 

therefore National CA introduced an 

MAS accreditation process to ensure 

that nationally all CA advisers (staff 

and volunteers) received and had  

access to appropriate training under a 

variety of activity sets tailored to  

individual specific levels. This training 

was delivered via the GGDA (giving 

good debt advice platform), all staff 

and volunteers have undertaken  

training to their required levels, which 

ensures that debt advice provided both 

locally and national is consistent and of 

high quality.   

 

Credit debts remain the highest form of 

borrowing, credit cards and unsecured 

loans being the most utilised source. 

(See graph overleaf) 



Again during the year, we have met 

with local authority departments and 

other charitable organisations to work 

towards improved working  

partnerships which will help to ensure 

that from the outset to the outcome 

our clients issues are dealt with  

appropriately and efficiently. 

 
 

Top 5 debt by category 

Moving forward, our emphasis will 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. 

Unsecured Loan 

Credit Card 

Other 

Benefit Overpayment 

Overdraft 

344,118 

263,080 

115,014 

105,757 

85,934 



Welfare benefits 

review 

The Welfare Unit provides specialist  
advice and representation, with an  
emphasis on disability benefits.  
Personal Independence Payment (PIP) 
and Employment Support Allowance 
(ESA) remains the largest enquiry areas, 
although overpayments for a range of 
benefits are also dealt with. The  
Welfare Unit represent clients at both 
First Tier and Upper Tribunals with case
-workers actively challenging the  
approach and decision making.  
Particularly over misrepresentation of 
clients being assessed for PIP and ESA 
to help protect future claimants in a 
similar position.  

The number of investigations related to 
claimant’s pension incomes and  
overpayments and the effect on  
benefits has seen a steady rise and the 
Welfare Unit continues to have some 
concern about the appropriateness in 
the way these clients are initially  
contacted by the DWP and the potential 
for the investigations to cause  
unnecessary distress to vulnerable 
claimants who are struggling with a 
complex system.    

* Benefits to Work, 4th February 2016, 16th May 2017 (Source)  

The position on PIP and ESA awards is 
much the same as last year and it  
remains a strong possibility that there 
are plans to reduce the numbers of 
people qualifying due to changes in the 
descriptors. This has led to a decline in 
terms of mobility awards and the  
number of clients able to access the 
mobility car scheme has been reduced 
by 45%.  Also, those failing to meet the 
necessary descriptors and losing PIP 
have seen carers allowance cut,  
impacting on the material and physical 
support it provides to people with  
special support needs. 

The main source of external referrals to 
date are from Age UK, IOW Local Area  
Co-ordinators and Housing Associations 
such Sovereign, South Wight Housing, 
Vectis, NHS Mental Health Team and 
Help Through Crisis.  We continue to see 
a high number of returning clients who 
have been reassessed or re-applying for 
benefits and or making new claims. 



 

Activity April 2016 – March 2017 

Over the year there were 244 unique client contacts and a total and 290 face to face 
client meetings. Monthly Contacts April 2016 to March 2017 

Total income to clients for April 2016 to March 2017 is estimated to be £407,961.00 and 
this is based on average quarterly figures of known results and is likely to be higher 
due to unconfirmed awards.  



Tax 

review 

In 2016-2017 the HMRC funded Tax 

Team provided advice and support to 

4649 people, assisting our clients to 

claim over  £390,715.00 worth of  

additional child benefit and Tax Credit 

and helped claim refunds of tax  

overpayments totalling more than 

£84,000.00. 

 

 

 

We are assisting our clients to build  

digital skills, setting up 1062 Personal 

Tax Accounts to allow HMRC to migrate 

more of its services on line. By helping 

clients use HMRC’s digital systems we 

are confident that they are more likely 

to use government and local  

government IT systems in future. 

 

 

 

As the Tax Team have integrated with 

Citizens Advice Isle of Wight in  

providing information and guidance,  

clients have benefited from a service 

that deals with both tax issues and a 

wider spectrum of problems. We have 

increased the provision of services that 

Citizens Advice Isle of Wight provide 

across the Isle of Wight by taking our 

services to disabled and disadvantaged 

clients with home visits and at our  

outreach venues. 

As we move into our second year  
advertising our service is always a  
priority so that the public are aware of 
how to access our service. We also hope 
to develop our processes around  
reception and general advice to ensure 
the availability of quality advice as well 
as maintaining our vital relationships 
with our supporting  partners and the  
local authority. 

“I was  seen very 
quickly and was  
given a first class 
service” 

Client testimonial 



Year One Problem Areas 



Help Through Crisis 

review 

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 or failures and to effect 

change in these areas.  
The Outcomes Star system was chosen 

as a tool to inform client action plans 

and to provide a means to measure  

progress. The Homelessness Star was 

considered most appropriate for Help 

Through Crisis clients and project staff 

received training in its use. 

It is funded partly by Isle of Wight  

Council, as successor to its Local  

Assistance Scheme, and by the Big  

Lottery. Help Through Crisis launched in 

May 2016. 

During 2016-17 the project received 445 

applications for assistance and made 

237 awards. 176 Foodbank vouchers 

were issued feeding 231 adults and 128 

children – Help Through Crisis has  

become the second biggest issuer of 

Foodbank vouchers on the Island. 

HTC provided over £9,000 worth of  

supermarket vouchers or cards and 

£900 in energy top-ups for prepayment 

meters. The average monetary value of 

awards was £42.44. 

As well as direct online and telephone 
applications by clients, Help Through 
Crisis has seen increasing numbers of 
referrals from Citizens Advice and other 
agencies for individuals who, although 
not in immediate crisis, are in danger of 
becoming so.  

Isle of Wight Council announced that it 

would discontinue the information  

system used by the project at the end 

of March so it was necessary to  

commission a new one. 

During 2017-18 the post-crisis,  

‘action-planning’ phase of the project’s 

work will be further developed.  

 

Main reasons for client applications: 

• Budgeting/spending choice  

 43% 

• Benefit stopping   32% 

• Low income    28% 

• Change of circumstances  27% 

• New benefit claim   23% 

• New home             16% 

• Health     11% 

These cases are usually complex. The 
majority of clients receive Employment 
and Support Allowance or Jobseeker’s 
Allowance. 34% receive Tax Credits. 
Homelessness is a particular  
problem – 58 of clients presented as 
homeless (13%).  





Healthwatch Isle of Wight acts for 
the benefit of the Island's  
community.  
 
The three organisations in our  
partnership are: 

Some experiences are escalated 

due to the level of concerns raised. 

This is always with an individual’s 

agreement and strict protocols are 

followed.  

• Help & Care 

• Citizens Advice Isle of Wight 

• Community Action Isle of Wight 

Citizens Advice Isle of Wight  

provides the Advice, Information 

and Signposting (AIS) service 

through contact forms, telephone 

and face to face to help people  

navigate local health and social 

Citizens Advice IW collects the  

experiences, feedback and opinions 

of people, both positive and  

negative, using local health and  

social care services. This  

information is used to  

influence health and social care  

services in a positive way, reporting 

and making recommendations for  

improvements.  

In 2015-16 queries were received and  

experiences shared around the following  

issues: 

• Advice around financial concerns, for  

example how to fund a residential 

care placement, help with travel 

costs and NHS prescription charges 

• How to make a complaint about an 

NHS service for example General 

Practice or hospital 

• Safeguarding issues in NHS and social 

care settings 

• Finding the right organisation,  

agency or specialist service, for  

example; signposting to SEAP for 

complaints advocacy and support 

groups for specific health issues 

• Access to medical records 

http://www.helpandcare.org.uk/
http://www.communityactioniw.org.uk/


Adviser & Client  

Feedback 

“Volunteering with Citizens Advice helped me to find my 

confidence again, by making a difference to our local 

community.” 

David, Adviser 

“I volunteer because it gives me the ‘big view’ and helps 

me see the world from other peoples point of view.  

It reminds me that life is not easy for everyone.” 

Gill, Adviser 

“Thank you for your advice yesterday. I went straight to 
the agency involved who, whilst they had to ring the 

same public number as me it was much quicker, I don’t 
know what the magic was! By the next day I had been  

registered for my entitlements. Thank you for your help.” 

Client testimony 

“I needed help to manage my debts, and  didn’t know 
how  to get my finances in order. Thankfully Citizens  
Advice were able to  help  me contact my creditors and  
arrange a payment plan. I’m very grateful for  
their assistance.”  

Client testimony 



Research 

As a service we hold a huge amount 
of insight and data about the  
problems our clients and their wider  
communities face. We can use this  
information to do several things: 

• To help us research issues further 

• To influence decision makers to                       
change policies and practices 

• To campaign to get decision  
 makers to change policies and  

practices. 

We do this by documenting evidence 

from the clients we see and  

submitting this to national Citizens 

Advice. This evidence is used to  

campaign for and influence change at 

both national and local level.  

National success has been seen in 

new regulations on letting agent fees. 

 

 

We attend local strategic meetings 

including the Anti-Poverty and  

Benefits Awareness Group. We also 

attend meetings of the Civil Court  

Users Group and the Family Court  

Users Group. 

difficulty. 

Examples of issues evidenced in 2016-17 

include the continued difficulty  

experienced by claimants of  

Employment and Support Allowance 

and Personal Independence Payment, 

the crisis families find themselves in 

whilst waiting for benefits and the lack 

of  accommodation for  homeless  

people. 

 

We continue to work with the Isle of 

Wight  Foodbank awarding vouchers to 

clients who find themselves in severe 

financial  



 Campaigns 

TALK ABOUT ABUSE is a campaign to 

encourage everyone to look for signs 

of domestic abuse among their friends 

and family, and to talk about it. 

 

 

Last year one in every 15 women and 

one in every 33 men experienced  

domestic abuse at the hands of their 

partner or former partner.  

September 2015 saw the launch of the 

Talk About Abuse campaign  

focusing on informal networks of 

friends, family, neighbours, or  

colleagues. Friends and family may be 

able to support victims where  

others might not be able to. We want 

to enable ordinary people to  

recognise abuse, to talk about it  

safely and enable victims to make the 

right decisions for themselves. 

While it is a difficult, and delicate  
subject to talk about, we know that 
starting a conversation about  
domestic abuse - rather than waiting 
for them to broach the subject - makes 
it easier for victims to disclose.  
This campaign is about  
communicating a clear message to en-
courage and guide ordinary people to 
look for signs of domestic abuse 
among friends and family, and to talk 
about abuse.  

In 2017 Citizens Advice Isle of Wight 
will also become an Independent Third
-Party Hate Crime Reporting Centre. 
You can find out more about reporting 
Hate Crime at http://www.report-
it.org.uk/home  
 
 
 
SCAMS AWARENESS MONTH took place 
again in July, creating a self-supporting 
network of confident, alert,  
consumers. People ready, willing, and 
able to spot scams. Scams Awareness 
Month is an important part of the  
fight-back. It aims to give consumers 
the skills and confidence to identify 
scams, share experiences and take  
action by reporting suspicious activity. 
 
 
 
 
 

Citizens Advice Isle of Wight is a  

founding member of IWASP (Isle of 

Wight Against Scams Partnership) 

and will actively promote the  

reporting of SCAMs and  

destigmatising becoming a victim of 

these crimes. 

http://www.report-it.org.uk/home
http://www.report-it.org.uk/home


citizensadviceiow @IWCAB 

www.citizensadviceiw.org.uk 


