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Executive summary 
 

Citizens Advice Hampshire, established in 2008, is a consortium of the 15 Local Citizens Advice in 

Hampshire, Portsmouth, Southampton and the Isle of Wight. We enable collaboration between 

Local Citizens Advice and other charities, provide a single point of contact for funders, partners and 

policy makers, and support our local offices by facilitating knowledge, skills sharing and training, 

and through campaigning for better services.  

Each Local Citizens Advice strives to improve the quality of the advice and information it provides 

and constantly looks for innovative ways to reach its clients. They are committed to serving the 

local community and standing up for the rights of individuals.  

The challenges Local Citizens Advice face are ever increasing. Traditional funding streams are 

changing under the austerity agenda which, in turn, has impacted on where and how we deliver 

services. We rely heavily on volunteers to support our front-line delivery. Volunteering is changing; 

no longer can we solely rely on mature professionals. We must attract the younger generation with 

skills development and career opportunities. This will help us meet the needs of our clients and 

better reflect the demographics of the communities we serve.  

The work of Citizens Advice Hampshire has also become more varied and important as new joined-

up solutions to the challenges faced by our residents are needed. We talk to existing and potential 

funders, explore new areas of delivery and build on existing good practice whilst campaigning for 

the vulnerable in our communities.  

Delivery of this plan will be the responsibility of the Chief Executive. Operationally, a Service 

Manager delivers the Macmillan and Healthwatch Hampshire Services whilst an Operations 

Manager maintains most other projects and processes. These roles are all supported by a team of 

skilled trustees and administrative support.  

Our mission 

 To be the premier Advice Service in Hampshire. Portsmouth. Southampton and the Isle of 
Wight.  

Our vision 

 To collectively deliver quality services, with shared goals and priorities.  

Our purpose 

 To be a strong consortium with a reputation and track record for delivering a quality service 
that provides ready access for clients.  

 To be the first port of call for commissioners, partners and potential funders.  

 To have one collective voice supported by the delivery of proven outcomes consistently 
collected, recorded and reported.  

 To reach wider than the Hampshire borders and forge strong partnerships with neighbouring 
Local Citizens Advice/consortia and the Citizens Advice Service.  
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Our plan for 2017-18 

Hampshire 

Macmillan Citizens 

Advice Service  

We have a long standing partnership with Macmillan Cancer Support which 

has led to a further two years funding secured from Macmillan until the end 

of 2018. In the last year we realised over £7m in financial gains for our 

clients; we aim to replicate that over the next 12 months. 

Our relationship with NHS partners remains strong. We have developed 

robust links with Hospital Trusts and Hospices.  As a result we are now 

offering our service to a wider range of clients with long term health 

conditions. 

We aim to work with Macmillan to develop their long term service model 

which will be in place from 2019. 

Adviceline  Our Adviceline service is cited as an example of best practice at a national 

level by Citizens Advice. In April 2017 access to advice via telephone will 

form part of the new membership agreement.  We will continue to support 

all group members with a central coordination role; this will be based upon 

a small funding contribution from all. 

Healthwatch 

Hampshire  

Healthwatch Hampshire in Local Citizens Advice has changed to be more 

proactive than reactive for 2017-18. We are also more integrated with our 

Healthwatch Hampshire partners. 

We expect to Healthwatch Hampshire to re-tender for the Healthwatch 

contract and will be involved in the process. We will work closely with our 

partners to develop and deliver a new offer to the commissioners that 

meets their future needs. The decision should be made towards the end of 

2017. 

We anticipate having a QPM registration for our Healthwatch Hampshire 

NHS Complaints Advocacy Service. This is a key component of our work 

within the health sector and beyond, which we will develop over the next 

year. 

Support for Local 

Citizens Advice 

We will offer support for Hampshire Local Citizens Advice: 

 Coordinate training by setting up and delivering Citizens Advice on-

demand courses and delivering bespoke training events to meet 

local needs including trusteesȭȢ 

 Hold quarterly update meetings for Citizens Advice Hampshire 

strategic managers and Local Citizens Advice  service managers. 

 Act as point of contact for not only Citizens Advice in Hampshire but 

the wider advice and not for profit sector. 

 Coordinate countywide initiatives/offers/projects 
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Our plan for 2017-18 

Business  and 

Partnership 

Development  

Our relationship with Hampshire County Council is as strong as ever. We 

will continue to strengthen strategic partnerships with countywide, not 

for profit organisations, who share our values and share our client base. 

We will work to identify new business opportunities countywide that will 

enable Local Citizens Advice to benefit from additional financial 

resources. Specifically we aim to: 

 Secure new larger funding streams in the excess of £50,000. 

 Continue to seek larger charities pan Hampshire and National Charities 

to work with. 

 Continue to work with Citizens Advice to not only raise the profile of 

our consortia but seek new funding streams. 

 Develop our relationship with key business in the county to understand 

how we might benefit from their Corporate Social Responsibility. 

Member 

Communication 

Communication is essential when 15 independent charities work 

together. We need to harness the skills and commitment of all trustees  to 

the benefit of all member Local Citizens Advice. 

We recognise the importance of our relationship with Local Citizens 

Advice Chief officers and will work hard to continue to develop this. 

Projects Hate Crime reporting centres 

We will work with the Office of the Police and Crime Commissioner and 

Local Citizens Advice to establish at least 25 hate crime reporting centres 

across our Citizens Advice network and local community groups. 

Health and Wellbeing 

We will conduct research, in partnership with Hampshire County Council 

and Citizens Advice to demonstrate the impact of our advice services on 

clientsȭ health and wellbeing. This work will inform a follow up Training 

Needs Analysis to ensure we recognise the signs and symptoms 

associated with health needs. 

Front of House Research project 

We will undertake research on behalf of Hampshire County Council  into 

the quality of their advice and information provision to Adult Services 

clients who access services via Hants direct. This work will inform the 

customer journey and potentially Ȱtestȱ a strength based solution. 
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Looking forward: Our plan for 2017-20 

Our direction of travel as a consortium is becoming clearer as the national debate on change within 
Citizens Advice gathers pace. Citizens Advice Hampshire is, in many ways, uniquely placed 
nationally to develop a dialogue with Citizens Advice about its role, shape and its potential 
capability to deliver key services in a collaborative way.  

An example of this is the Hampshire Adviceline Group. The group has 
consistently outperformed other Citizens Advice-based virtual call centres 
across the country attracting neighbouring Local Citizens Advice to join us  
from Berkshire. We will work with Citizens Advice over the next 18 months to 
test the development of phone services across the national network.  

We are part of the Citizens Advice family and to most partners there is no 
difference in what we do to that of a Local Citizens Advice office. But as a consortium, we do not 
deliver front-line advice. 

We do manage contracts such as the Hampshire Macmillan Citizens Advice Service, but the core 
business of delivering advice remains the sole responsibility of individual Local Citizens Advice 
across Hampshire, Portsmouth, Southampton and the Isle of Wight. We do, however, reflect and 
represent the ȬbrandȭȠ a brand trusted by many partners.  

Citizens Advice continues to develop the service and this presents an opportunity for Citizens 
Advice Hampshire to become an integral part of the national structure and support for Local 
Citizens Advice. We rely on project funding to survive and while our wish is to maintain and 
improve the Macmillan and Healthwatch services, much will depend on our ability to attract 
suitable funding.  

Hampshire County Council fully supports a research project to help demonstrate how our advice 
services improve clients health and wellbeing. We expect to build on this research to offer 
extended services to help with the growing needs of social care. Our relationship with the Council 
is strong and continues to develop so we are able to advise and consult on behalf of the advice 
sector whilst helping to develop shared services. Hampshire County Council deals with a plethora 
of problems within the community, as we do, so we see this relationship as a strategic priority.  

Key activities for the next three years 

 As far as possible, provide a sustainable future for Citizens Advice Hampshire so we 
can support Local Citizens Advice financially. To do this we will seek and secure new 
projects that are Local Citizens Advice-based.  

 Continue to develop a strong but objective relationship with Hampshire County 
Council and not for profit partnerships. 

 Develop a strong relationship with the Citizens Advice Service so we are the 
consortium of choice for new services. This includes building our telephone advice 
capability through Adviceline. 

 Increase our presence in Hampshire with partners as a trusted facilitator and provider 
of advice services.  



Citizens Advice Hampshire Business Plan 2017-20                                                                                                                                     7                                                

 

Appendix A: Our business 
 

How will Citizens Advice Hampshire do this? Citizens Advice Hampshire will work with Local 
Citizens Advice and partners through: 

Citizens Advice Hampshire legal status  
The charity was incorporated on 23 November 2007 as a company limited by guarantee and is a 

charity registered under the Charities Act 1993. The companyȭs articles of association require that 

the charity be managed by a Board of Trustees who are directors of the company within the 

meaning of the Companies Act 2006. Citizens Advice Hampshire is a Registered Company limited 

by Guarantee No. 6435678 and Registered Charity No. 1122695.  

 

Collaboration 

 Working with internal and external partners.  

 Building relationships, managing expectations, developing and 
maintaining new ways of working together more effectively.  

 Identifying and creating new partnerships aligned with shared values 
and objectives.  

Cohesion 

 Utilising the strength of our collaborative work to pool resources, 
intellectual strategic thinking and know-how to present one voice at a 
county and national level.  

 Acting as a single point of contact for a wide network of partners and 
funders, to influence policy makers, promote best practice and 
facilitate continuous development.  

Communication 

 Using our strong brand and track record of effective collaboration to 
bring about a cohesive consortium with real potential to realise long 
term business benefits.  

 Using existing partnership links, understanding customer needs, and 
being alert to national and local trends and developments will put us 
in a strong position to remain a key player for new ideas and 
products. 
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Citizens Advice 
Hampshire 

Our team 

Paul Bright 

CEO 

07508 142601 

ceo@citahants.org 

Alexa Overington 

Operations Manager 

07880 797227 

alexao@citahants.org 

Sue Alford 

Service Manager 

07875 536428 

macmillan@citahampshire.org 

Michelle Smith 

Administrative Assistant 

07572 133177 

admin1@citahants.org 

Ben Gillett 

Healthwatch Hampshire Delivery Manager 

07951 187220 

hwhdm@citahants.org 

Registered office:  

c/o 83 Britannia Gardens, Hedge End, South-

ampton SO30 2RN  

Registered Company limited by  

Guarantee No. 6435678 & 

Registered Charity No. 1122695 
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Who our Local Citizens Advice help  

 

 

Citizens Advice 
Hampshire 

Our year at a glance ... 

59,003 
People helped face-to-face, 
phone, email and webchat 

36 million 
Visits to on-line advice at 
citizensadvice.org.uk - the     
Citizens Advice website 

85,133  
enquiries dealt with directly 

How they do this 

900+ 
Volunteers who donated over £3.7m worth 
of volunteering hours last year, and over 
200 paid staff who deliver our service 

30+ 
Locations from which we deliver free, confidential 
advice across Hampshire, Portsmouth, Southampton 
and the Isle of Wight 

The difference this makes 

 

4 in 5  
clients said advice improved 
their lives including reducing 
stress and improving finances 

90% 
of our clients reported 
satisfaction with our overall 
service 

2 in 3  
clients have their problem solved 

Nearly 3 in 4 
of our LCA clients said their 
problems affected their lives 
including causing anxiety and 
financial difficulty 

£ 
£1 invested  

generates approximately 
£15 for Hampshire clients 

Appendix B:  
Our achievements 
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Citizens Advice 
Hampshire 

Our year at a glance ... 

15,300 
emails and webchats          
responded to 

 
203,700 
issues recorded 
by Local Citizens 
Advice clients 

25,000 
calls answered by our 
Adviceline assessors 

3,800 
Walk-in clients accessed the 
Healthwatch Hampshire        
advice, information and      
signposting service  

£ 
7.5 million 
in financial gains for Hampshire 
Macmillan Citizens Advice clients 

162 
New referrals 
were made to the  
NHS Complaints 
Advocacy Service 2,250 

New clients and their 
families helped by our 
Macmillan advice service 

2,265 
Calls to the Local 
Welfare Assistance 
crisis line  

361 
Staff and 
volunteers benefits 
from training courses 
we commissioned 

£83 million 
Value to individuals of ad-
vice provided by our staff 
and volunteers 
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Appendix C: Financial management of Citizens Advice 
Hampshire 2017-18 
 

Income 

The Board of Trustees is 

responsible for the financial 

health of the charity.  

Total income for the 

forthcoming year of 2017-18 is 

£659,066. Of that total, £502,339

(76%) will be direct payments to 

Local Citizens Advice members . 

The remainder supports Citizens 

Advice Hampshire staff, travel 

and on costs. 

 

Expenditure 

Our expenditure breakdown shows how Citizens Advice Hampshire will distribute funds to Local 

Citizens Advice members via a number of channels over the next year. As in previous years the 

largest expenditure will be Macmillan and Healthwatch Hampshire. The training budget includes 

meetings and events.. 
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Appendix D: Main Activities—2017/18 

Hampshire Macmillan Citizens Advice Service  

To manage and maintain the current service standard 

To evidence the value of Hampshire Macmillan to our funder in order to sustain the 

service post 2018 

To offer a wider service to clients with other serious illnesses 

Adviceline 

To continue to facilitate the improvement of service quality to meet client needs 

To monitor and report on group performance; to ensure effective joint working 

amongst members 

To continue to inform and work with Citizens Advice to develop and deliver an 

effective phone service 

Healthwatch Hampshire 

To work closely with Local Citizens Advice to implement in depth analysis reporting via 

Local Citizens Advice  

To deliver a synergy between the Advocacy Service and the walk in service recognising 

and recording where low level advocacy takes place in Local Citizens Advice  

To work closely with our partner to re-tender of Healthwatch Hampshire for April 

2018. This will include the further development of opportunities for our advocacy 

Support for Local Citizens Advice 

1.Deliver identified training focused on staff and volunteers including a one day event  

for all trusteesΩ and service design workshop for Chief Officers 

Promote Citizens Advice in Hampshire in the wider Hampshire advice and not for 

profit sector (such as the Hampshire Partnership). The aim to seek new partnerships 

Take up issues on behalf of Local Citizens Advice members at a strategic and national 
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Appendix D: Main Activities—2017/18 

Business and Partnership Development 

To secure additional funding that in turn is disseminated to Local Citizens Advice in ex-

cess of £50,000 

To develop relationships with large local and regional not for profit agencies 

To build on our existing relationship with Citizens Advice in order to raise the profile of 

consortia and attract new sources of funding 

To engage with the local business community and explore how we might influence 

their Corporate Social Responsibility plans 

Member Communication 

To ensure Citizens Advice Hampshire delivers what the membership want and that 

individual trusteesΩ are proactivity engaged 

To ensure all members are involved in decision making and informed of developments 

Projects 

Work with Local Citizens Advice to ensure delivery of new projects for 2017-18 

Ensure performance and evaluation are robustly delivered 

Respond to new projects as they arrive over the year in consultation with member Lo-

cal Citizens Advice  


