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Introduction from the Chief Officer
As we reflect on the past year there has
been much to celebrate and so many
people to thank for going the extra mile
for our clients across the New Forest. It
has been two years since I took on the
role as Chief Officer, little did I know,
what a time of change lay ahead.
Like everyone else the pandemic has
affected our services and made us
rethink how we do things. This report
will show that we were already on
a journey of change and this ability
to adapt and keep pace in an ever
changing world has never been
more vital.
I am so proud of the team at Citizens
Advice New Forest, at the height of
the crisis we didn’t miss a day’s service
and largely because of the changes we
had made to our infrastructure and IT
we were able to move the team swiftly
onto a homeworking setting.
We haven’t stopped there. We have
increased the number of calls we
answer on our New Forest Adviceline,

refreshed our email service and
reached more younger people than
ever before.
Citizens Advice is a well-known and
much respected household name,
in 2019 we celebrated its 80th year.
People expect to come to us for help
with their problems. It is a big offer,
we help anyone with any problem,
and we do.
Between 1st April 2019 to the 31st
March 2020 Citizens Advice New Forest
helped 6,881 local people with over
16,000 issues. These ranged from
problems with goods or services
they have bought to helping people
with complex employment issues or
getting back on their feet financially by
managing their debt.
There is so much unsung activity that
goes on at Citizens Advice. Whether it is
the research that goes into finding the
right answer for a client, the work the
Trustees do in making sure our charity
is compliant with all the latest rules

and regulations, or the work of the IT
volunteers who set up and service the
IT systems that let us do our work. It
is a real team effort and there is real
care and kindness within that team.
People are all doing this as volunteers
which enables us to run a tight ship
and offer a service 5 days a week that
is free, confidential and impartial to all
residents across the New Forest.
I would like to say a huge thank you
to all the team at Citizens Advice New
Forest. 2019 / 2020 has been a year
of challenge and change. We need to
reflect and ask ourselves ‘Has all this
change made our service better?’. We
might not yet be able to give a full and
honest answer to that question but
what we do know is that it has made
us resilient and flexible and able to
keep on helping people with their
problems in even the most difficult of
circumstances.
Alison Talbot
Oct 2020
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Chair’s Report
This has been an eventful year, like no
other, with the epidemic becoming a
pandemic of COVID-19. During the time
of government restrictions on personal
distancing we have coped well, under
the leadership of our Chief Officer.
Over the last year we have been
successful in making progress in
implementing our overall strategy of
divesting local offices and operating
more from community venues, while
reducing lease commitments for
retained offices.
We have also secured core funding
from NFDC for three years from April
2019 – although at a reducing level
over those years. Nevertheless, a firm
commitment is most welcome, and
we are grateful for NFDC’s continued
confidence in the Bureau. We are
indebted to council members and
officers with whom we work for their
recognition of the value the Bureau
brings to our communities. To address
the reduction in core funding we are
increasing our efforts to seek grants

from other parties, both locally and
nationally.
We have met the Citizens Advice
external audit requirements for the last
three years and have been awarded an
Advice Quality Standard certificate for a
further three years to August 2023.
This has been my last year as a
Trustee at Citizens Advice New Forest.
I joined in February 2013 and took
on the additional role of Company
Secretary in November 2013. The
years have flown by and it’s hard to
remember the distance that we’ve
travelled. Operationally, we’ve slimmed
down the organisation considerably,
stepping away from permanent offices
to become a more flexible unified
organisation with a single focus to serve
our communities. From a governance
perspective, we have reorganised
the Board and its Committees to
avoid duplication and concentrate on
oversight and strategy. I hope that
we will continue to embrace change
and build on the developments so

far to provide a service for all in our
community.
I’d like to thank our Trustees, staff,
volunteers and partners who have
given their support and knowledge to
help find solutions to the challenges
we face. Because of their efforts I
believe Citizens Advice New Forest has
emerged stronger, more innovative and
most importantly more effective for the
people we help.
I wish you all well and stay safe.
David Scillitoe
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Our Strategy
Our goal for 2023: where
we want to be.
z Everyone in the New Forest area
will be able to access free advice
to find a way forward with their
problems.
z New Forest residents will be able
to access our services through
multiple channels: face to face
services at community venues,
telephone, email and webchat
from the advicehub.
z Citizens Advice New Forest
will be a strong, representative
and influential organisation
championing equality and
diversity whilst challenging
discrimination.

We set ourselves 6 strategic priorities
Infrastructure
Centralise management, information, communication and
technology. Divest leasehold premises and secure community
supported facilities at locations where the service is needed on an
outreach basis to meet growing demand.
Finance
Secure long-term grant-aid arrangements, increasing funded project
activities and local fund-raising, to sustain and develop the service to
meet client needs.
People
Recruit and retain volunteers and provide them with high quality
training and supervision for delivering the service. Employ skilled
staff and develop them for the roles required to manage a highquality service.
Research & Campaigns
Expand research and campaigning activities to identify and address
social and economic issues impacting New Forest residents.
Partnership
Work collaboratively with others to improve the client experience
and their access to the best advice and support outcomes.
Publicity
Increase the awareness of our services in the New Forest through
improvements to public information resources, and use of social
media.
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Strategic Objective 1: Our Infrastructure
2019 was the year of office moves
as we restructured our service base
to move from privately rented
premises into Community Venues
across the forest.
Our Advice Hub, at Lymington Town
Hall was opened officially on the 17th
of November by our patron Lady
Montagu. As well as being the base for
our telephone and digital services, it is
also our training centre, project base
and management hub.
We have created 4 Community Venues
in key locations in Ringwood, Totton,
Hythe and New Milton. Pre-Covid they
all offered at least 16 hours (4 days a
week) face to face advice via drop ins or
booked appointments. They all share
locations with other organisations
which offers us the opportunity to
develop strong local partnerships.
And we have piloted two ‘outreach
services’. Both are pop-up services,
once a week targeted at particular
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outlying communities (Fordingbridge)
or particular groups such as young
families by linking to school support
workers at Ashley Hub.

Quotes from Ashley Hub
outreach
“So much nicer than talking
to someone on the phone,
really helpful.“
“Sandy has been invaluable
- some parents have come
just to speak with her.“
“The addition of Citizens
Advice has been greatly
appreciated by us and the
families.”
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Objective 2: Our Finances
We offer great value for money,
nevertheless we rely on the financial
support of New Forest District Council
and the local Town and Parish Councils
to operate our services.

Universal Credit project. But there
have been a number of other projects
such as our partnership with Sovereign
Housing Association on the Money
Partners project.

In 2019 we worked with a Task & Finish
group at NFDC to review our funding
arrangements. In 2019 the Council
agreed a rolling three-year funding
agreement with CANF, commencing
1 April 2019, which reduces our core
funding by 10% per annum over a
3-year period. The funding of the third
year is to be considered annually.
This provides CANF with secure future
funding to enable us to budget and
plan ahead but has set us the challenge
of diversifying our funding base.

We have also set up an active
fundraising and marketing group who
have been engaging with local partners
to secure support for projects.

We have been able to introduce project
funding into our funding mix and in
2019 – 20 this made up over £125,000
of our total income.
The biggest projects we have
introduced to our service are our
debt advice project and Help to Claim
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Objective 3:
People

Jill Ormond, trainer from Citizens Advice
Hampshire, running a training session for
CANF at our Advicehub. Feb 2020.

Citizens Advice New Forest relies
on a highly skilled volunteer base
to deliver its advice service. It is
a big commitment to train as an
advice volunteer and we ask our
volunteers to commit at least
one day a week.
In 2019-20 119 volunteers committed
28,800 hours of their time to the
charity to a value of over half a million
pounds: £521,651. At a celebration
event in September at Beaulieu we
were able to give long service awards
to 40 volunteers who had been with the
charity for over 10 years.
We have been actively recruiting
people, centralising our recruitment
process and offering a wider variety of
roles for volunteers. In January we took
part in the New Forest Volunteer Fair
and were successful in recruiting 20
new recruits.

Training continues to be an essential
part of our service, both for new
recruits and ongoing training to keep
advisers up to date with the multitude
of changes in the advice sector.
Moving to the Advicehub meant for
the first time we had a central training
venue where we could bring the
teams together and throughout
January, February and March 2020
we teamed up with Citizens Advice
Hampshire to provide training on
Benefits, Helping Clients with Mental

Kathleen, Magdalene, Gillian and Ken
with their long service awards.

Health Issues, managing successful PIP
appeals and Debt.
This all had to come to an end due to
the Covid pandemic and it has been
one of the challenges we have had to
adapt to. How do we continue to bring
in new recruits and offer high quality
training? Things have moved online and
this has coincided with the launch of a
new online training platform Docebo
from National Citizens Advice.
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Objective 4:
Research &
Campaign
As well as helping people directly
with their problems Citizens Advice
campaigns for change and seeks
to influence policy and decision
makers on a huge range of issues.
Nationally, Citizens Advice has had
notable successes achieving policy
improvements across welfare, debt,
post, housing, energy, employment,
and consumer issues to make life
easier for people.
Locally, we feed into this work by
highlighting cases that come through
our door that seem unfair or unjust.
We send these up to the national team
and they form part of the national body
of evidence that is used to campaign
for change.
We also take part in campaigns that
are very relevant to the New Forest. In
2019 we collected data and information

from Parish Councils across the forest
to highlight the impact of post office
closures.
We also have run a number of
campaigns, seeing teams of volunteers
in local libraries and supermarket
settings engaging with the public on
a number of issues such as Scams
Awareness or Energy saving.

Attending Brockenhurst College
open day with It’s Your Choice
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Objective 5:
Partnerships
Our moves to community venues
and the introduction of new projects
have opened up more opportunities
for developing local partnerships and
working collaboratively with others.
No time has this been more evident or
important than during the Covid crisis
where we introduced regular support
meetings for a wide range of local
organistions etc. to ensure we are all
working together to support vulnerable
clients across the New Forest.
We have also strengthened our
relationships with the four New Forest
foodbanks, setting up online referral
systems in response to the closure
of face to face services. And we are
working on a joint project with It’s
Your Choice at our Community Venue
in Totton.
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Objective 6:
Publicity

CANF Newsletter

Citizens Advice New Forest Newsletter

September 2019

We’ve been helping people to solve
their problems since 1939!

We have developed our media and
marketing tools to promote the work
and achievements of Citizens Advice
New Forest over the year.
2019 marked the 80th year of Citizens
Advice and we marked this with an
event at Beaulieu in September and
a special edition of our new quarterly
newsletter looking at how advice has
changed since 1939. We have had
regular features in the local press
making front page news during the
Covid crisis and having a great editorial
piece on the ‘Day in the Life of a Citizens
Advice Volunteer’.
We have set up an subscriber list
and now do a regular online mailout
to supporters with our quarterly
newsletter and service updates.

In the 90s our advice went online!

Turn to the back page for how we’re looking to the future
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Case Studies
Bob

Bob is a self-employed fisherman and was doing really well.
He has been self-employed for the past two years and has
submitted one year of trading records to HMRC. Bob and
his father have been informed that their main customer, a
fish wholesaler, are no longer able to sell to their customer
base (mainly hospitality sector) and their catch is no longer
required. Bob’s worried about how he will get by and needs
our help. He has looked at www.gov.uk but is confused as
to whether he qualifies for a self-employed income support
grant. He also wants to know if he’s eligible to apply for
Universal Credit as he has no income whatsoever. He needs
to pay his bills and doesn’t want to start falling in to debt.
Our adviser called Bob and explained what he needed to do
next. He showed Bob our public site and gov.uk, clarified that
he was eligible to apply for Universal Credit. He explained that
he will get a letter from HMRC to apply for the self employed
income support grant. Bob was happy to apply for UC himself
but knows he can come and back if he needs any further help.

Mike

Mike is 60 years old, he has terminal cancer and was referred
to Citizens Advice by Oakhaven Hospice.
Mike has had to give up work, and his partner has had to give
up work to care for him. They have made an application for
Universal Credit which is in place. Our adviser helps them

to apply for council tax reduction. We are also able to get
Personal Independence Payment for Mike and then carer’s
allowance for his partner – this gives them an extra income
of £151 per week and his partner will get carers element on
Universal Credit.
Mike also wants to make a Will. The adviser arranges for a
local solicitor to execute a Will for him under the Cancer UK
free will service. Mike says ‘I did not even imagine how much
help was available until being introduced to you all. Thank you
so much.’

Feedback from our Client survey

“It took a lot for me to contact Citizens Advice in the
first place but when I spoke to Gillian she put me
at ease straight away and helped me a lot with my
problem. Can’t recommend them enough.”
“I think it is a wonderful service, the staff were very
helpful, I would recommend anyone with a problem to
seek help and be helped.”
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Our year at
Citizens Advice New Forest
Our Impact in 2019/20
Delivery

45%
in
person

1

Benefits

2

Housing

our New Forest
Adviceline

3

Relationships

11%

4

Employment

31%

email

7%
mail

Advice Quality

Top 5 issues people
wanted advice on:

5

Debt

6,880

New Forest
residents helped
face-to-face, over
the phone, by email,
and webchat

16,000+

issues we helped
clients with. Clients
are coming to us
with an increasingly
complex range of
problems

Our advice to clients
is delivered to high
standards.
We work to AQS
standards and
achieved green
Rating in 2019/20.

Charity
Governance

We are a local
independent charity.
We achieved top audit
scores the way we run
our charity and manage
our finances.
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Our year at a glance
March 2019 		

We have a visit from a tech consultant
Atul Hiranwir. He helps us move our
services to ‘the Cloud’ and looks at ways
we can develop our services to work
more flexibly.

May 2019

The Pensionwise service expands its
New Forest operation in Totton and
Ringwood.

August 2019

After our team away day the managers
all swap offices for a week. It’s the start
of the ‘One Service’ culture shift

June 2019

We partner with Waitrose and Nat West
Bank to raise awareness of what to do if
you think you’ve been scammed.

April 2019

Sharron leaves and Sandy starts her
new role as Advice Services Manager
after 18 years as a volunteer!

July 2019

CANF are the nominated charity for the
New Forest Show, raising our profile
and over £1,000

September 2019

We celebrate 80 years of Citizens Advice
with an event at Beaulieu hosted by our
patron Lady Montagu.
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October 2019

We move into our new Advicehub at
Lymington Town Hall.

December 2019

We move the New Milton office to a
new venue in the library, using our
‘office in a cupboard’ IT.

February 2020

We hold coffee mornings and training
events at our new Advicehub

January 2020

We attend the New Forest Volunteer
Fair and attract 20 new volunteers.

November 2019

At our AGM we officially launch our new
Advicehub service and invite partners in
to take a look.

March 2020

We invoke our Business Continuity Plan
and move to home working in response
to the Covid Pandemic.
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Finance
Financial Performance

Detailed information of the Bureau’s financial performance
in 2019/20 is available in our Statutory Annual Accounts and
Trustees Report. The summary is as follows:
Incoming resources were £397,483 (2019 £374,700) of this
£125,247 (2019 £81,208) related to project restricted activities.
A surplus of £50,944 (2019 -£4309) was generated in the year.
As of 31st March 2020, total reserves were £183,815 (2019
£132,871). During the year, the trustees assessed the risks
associated with maintaining the existing client service and
determined that 7 month’s working capital would be prudent,
this has now been achieved.

Principal Funder

The trustees and team at CANF extend their gratitude to New
Forest District Council who continued to support the core
operating capacity of the charity as the principal funder.

Outgoing Treasurer

The Trustees and team at CANF also extend their grateful
thanks to our outgoing Treasurer Eric Read.

Project Funders

Additionally, specific funding was received from:
Citizens Advice Hampshire in partnership with Macmillan
Cancer Support for provision of information and support for
people with cancer.
Healthwatch Hampshire for the provision of information
and advice or signposting relating to health and social care
services.
The National Association of Citizens Advice Bureaux for the
Energy Advice Programme to provide advice on the best
energy deals available.
The National Association of Citizens Advice Bureaux for the
Money and Pensions Service (MAPS) funded debt advice
project.
The National Association of Citizens Advice Bureaux for the
Help to Claim Universal Credit project in partnership with the
Department for Work & Pensions.
Sovereign Housing for the Money Partners project.
The trustees and team at CANF extend their gratitude to those
organisations.
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Fundraising
We have run a number of fundraising
events in 2019 and partnered with
local supporters to raise the profile
of the work we do.
In March the New Milton Trefoil
group held a coffee and crumpets
event and donated the proceeds,
over £500 to CANF.
In September we took part in the
Southampton Legal Walk and raised
over £2,000 by completing a 10k walk.
New Forest Rotary ran a number of
fundraising events during the year and
donated £2,000 to CANF.
In November we took part in the Great
Legal Quiz and raised funds whilst
pitting our wits against legal brains
across the Country. Many thanks to
Ringwood Brewery for providing prizes
for the worthy winners.
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Citizens Advice helps
people find a way forward.
Weprovidefree, c onfidentialandindependent
advice to help people overcome their problems.  
We are a voice for our clients and consumers on  
the issues that matter to them.
We value diversity, champion equality, and
challenge discrimination and harassment.
We’re here for everyone.

If you would like to support Citizens Advice New Forest please visit our webpage and click on the donate button

newforestcab.org.uk
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