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Citizens Advice Gosport trustee board oversee the information security of all personal  information 
of our clients, staff, funders and strategic partners that is   processed.  Citizens Advice Gosport hold 
joint responsibility for client data that is held in our case management system, with the national  
Citizens Advice Service.  An information assurance management team exists to ensure the           
confidentiality, integrity and availability of all personal and sensitive data is maintained to a level 
which is compliant with the requirements the UK  General Data Protection Regulation and Data    
Protection Act 2018. 
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Chair’s Report 
 
 
 
Steve Bowers took on the role of Chair in October 2019 but due to work pressures resigned at the end     

January 2021. We are grateful for his leadership during this period.   I was appointed Acting Chair to give us 

time to recruit a replacement.   

Our Chief Officer, Val Kelly, has provided a very comprehensive review of our activities and plans so I will 

not repeat it here. 

During the pandemic a number of volunteers have found that the changed ways of working have not suited 

them and have left. This has put an increased pressure on the paid staff and those volunteers who have 

provided service in new ways. A major focus in the next few months will be recruiting and training            

volunteers. 

On behalf of the trustees, I would like to thank Val and the whole team for the exceptional work they have 

put in under very difficult circumstances. Their dedication and adaptability went far beyond what could   

reasonably be expected and enabled a high-quality service to the residents of Gosport to be efficiently    

provided despite the restrictions necessary due to Covid. 

Richard Mackay 
Acting Chair 

 

 

Chief Officer’s Report 
When producing our Annual Report for the year ending 31st March 2019, in the Looking Forward             

commentary I said, “Next year will be an exciting one for Citizens Advice Gosport…”  Little did we know just 

how challenging life would become as a result of the global pandemic. 

Like everyone else, we have had to adapt and learn.  Our service has been subject to continuous monitoring 

and adjustment to ensure we met the needs of the people of Gosport.  When we moved to remote ways of 

working, the service was transformed, quite literally overnight.   

Despite the challenges imposed by the pandemic, the dedication and commitment of the CAG team has 

been unwavering.  Their sheer determination to provide support to those members of the community who 

needed our support has been humbling.  To say they have surpassed themselves in the face of a global   

pandemic is to understate their achievements.  When we were forced to suspend our drop-in service, the 

team quickly moved to a new way of working.  Despite the massive upheaval and sudden changes thrust 

upon them, the team helped every single client that came to us for support.  Nobody was turned away.  The 

team came together in a collective response with one single aim which was, and is, to continue to provide 

the best service possible to the residents of Gosport. 

Changes were made to our office layout to make them covid secure.  All possible protective measures were 

put in place.  We invested in some new IT software and hardware with the aid of grant funding and           

introduced a virtual face to face appointment system to ensure that everybody who came to us for help was 

able to access our services in a manner which best suited their individual needs.  We were particularly  

grateful for funding support received to enable us to install the covid safety measures.  In particular, we 

would like to thank Councillors John Beavis, Stephen Philpott and Mark Hook. 

Thanks to the dedication of our staff and volunteers, our clients, their families, disabled people, those with 

long term health conditions, the elderly and the vulnerable, received much needed additional support    

during the year.  Our work within the Gosport Food Partnership, initiated by Gosport Borough Council,    

enabled us to distribute supermarket vouchers to families who were then able to purchase food and       

essential items in person.  Feedback from the families who used these vouchers was overwhelmingly      

positive.  They reported feeling less embarrassed than having to rely on a food bank delivery to their homes 

and a greater feeling of self-empowerment. 

Cont/…. 
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During the year ending 31st March 2021, the team achieved some truly outstanding results, dealing with 9,310 

issues, or problems.  They undertook 14,512 activities, which are pieces of work, or interactions, on behalf of 

residents.  It should be remembered that all of this work was undertaken during a period of great uncertainty 

for clients and staff alike.   

The recorded financial outcomes show the true financial impact of this work on the local community.  In the 

2020-2021 financial year, the outcomes across all Citizens Advice Gosport projects amounted to £3.1M      

compared to £2.6M in 2019-2020 and £1.6M in 2018-2019.    This is an outstanding achievement for the whole 

team which would not have been possible without the contribution of each and every member.   The true   

figure is likely to be higher as clients do not always let us know their issues have been resolved. 

Of this £3.1M, a little over £1.2M is recorded as income gain for residents who reported having a disability or 

long-term health condition.   These outcomes show the financial gain to the community but what they do not 

show is the improvement to clients’ health and wellbeing by having funds with which to buy the essential 

items of life such as food and clothing, or even being able to turn their heating on.  What impact this expected 

improvement has had on the demand for NHS services is unknown however it would be reasonable to        

assume that if people have the means to secure the basic essentials in life, this will have a positive impact on 

their overall health and wellbeing. 

Moving forward into 2022, we will continue to adapt and change our service to ensure we meet the needs of 

all those who come to us for support.  We have been fortunate in securing grants to enable us to refresh our 

IT systems and purchase remote working equipment such as laptops and softphones.  This will enable us to 

maintain and expand our digital service delivery whilst maintaining a physical face to face service for those 

who are unable to obtain support through digital channels. 

We are most grateful for the continued support of Gosport Borough Council for the core grant which enables 

us to provide the services we do and for the funding to enable us to provide our homeless prevention service, 

Money Advice Matters.  Without that support, we would have been unable to provide the service that has   

resulted in financial outcomes for the year exceeding £3.1M  to the benefit of the people of Gosport. 

2021 is a special year for Citizens Advice Gosport as we celebrate 80 years of service.  There have been many 

different demands on the service over the years, including conflict, changes to technology and residents ’ 

needs.  Despite these challenges, the service continues to evolve in order to meet the needs of the community 

and funders.  There will undoubtedly be challenges along the way however I am confident that with the     

commitment and dedication of the volunteer and paid team that make Citizens Advice Gosport what it is, any  

challenges will be met head on with resilience and determination to succeed. 

Valerie Kelly 
Chief Officer 

Operations Manager’s Report 
I started with Citizens Advice Gosport in October 2020 and was looking forward to joining a reputable  advice 

charity with excellent client outcomes. My expectations were met in abundance and it became incredibly 

clear what fantastic support CAG offered to the people of Gosport. Shortly after I started, we were plunged 

into another lockdown and the challenge of offering an effective service with remote workers and no walk-in 

service continued. With the demand on our service increasing week on week the team did an incredible job in 

ensuring there was an adequate provision for advice for the people of Gosport despite all the practical     

challenges of the pandemic.   

As society begins to reopen we are working towards re-opening our walk-in service and have started  offering 

face to face appointments when clients cannot be advised through other channels. A major challenge we  

currently face is low volunteer numbers and the limits this places on our ability to offer a walk-in service. We 

saw our volunteer numbers decline sharply as a result of the pandemic and although the team has done 

some excellent work recruiting and training new volunteers, there is still much to be done to be able to      

return to full strength. 

Despite these challenges the team has shown incredible resilience and have been able to meet the client   

demand and offer an excellent service.   

Tom Wright 
Operations Manager 
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Our Services 

We aim to provide the advice people need for the problems they face and improve the 
policies and practices which affect people’s lives. 

Our aims and principles. 

To value diversity, promote equality and challenge discrimination 

Citizens Advice Gosport is open Monday to Friday 9 am to 5 pm. 

 

Our usual drop-in service has been temporarily suspended due to COVID however we are 

providing an appointment based system for digital and face to face advice following COVID 

security measures in line with Government guidance. 

 

During normal times, our open-door drop-in service is open Monday, Tuesday,  
Thursday and Friday 9:30—3pm.  

  
With an evening drop-in service on Wednesdays between 5 and 7pm for those in work or 

those who have caring responsibilities. 
 
 

Outside our core drop-in service hours, our specialist services provide appointments  
Monday to Friday 9:00 am to 5:00 pm  

 
 

Advisers provide advice over the phone through Adviceline.  Calls to this service are FREE. 
 
 

We can also be contacted through our advice email account via our website   
 

Webchat and messaging service is available through the national website 

Website 

www.gosportcab.org.uk 

www.citizensadvice.org.uk 

For Advice, call 0808 2787 903   
Calls to this service are FREE  
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PREVENTION OF FOOD POVERTY DURING COVID 
 

When the COVID pandemic resulted in the national lockdown, Gosport Borough Council 

were swift to act to alleviate the risk of food poverty for those in need across  the         

Borough and were instrumental in the creation of the Gosport Food Partnership of which 

Citizens Advice Gosport is a member. 

The   Gosport   Food   Partnership  grew  rapidly,   encompassing  other     charitable    

organisations working together to ensure the residents of Gosport were able to access 

food and basic supplies.  The Partnership met regularly with processes being put in place 

to ensure the most vulnerable received the help they needed to maintain their health and wellbeing. 

As a member of that Partnership, Citizens Advice Gosport received food vouchers in the form of               

supermarket gift cards which were distributed to families in need.  These were very well received by all. 

Feedback from clients was positive with comments being made that having the supermarket vouchers    

enabled clients to take control of the food they purchased and improved their health and wellbeing.   

Robust covid secure measures were introduced within our offices to protect staff and service users.  A safe 

system of delivery was introduced to enable residents to collect the vouchers whilst maintaining social    

distancing measures.  This successful delivery was only possible due to the collaboration and dedication of 

the team that is Citizens Advice Gosport.   

This Partnership was, and remains, a lifeline for those at risk of, or suffering from, food poverty due to a 

variety of issues.  Working together with the other organisations, vulnerable people are identified and     

referred to the most appropriate source of support.  This could be a befriending service through Gosport 

Voluntary Action, foodbanks or debt and benefit support through ourselves. 

The service evolved throughout the pandemic in order to meet the needs of Gosport residents and         

continues to do so.   

Client Satisfaction  

During the year and as part of our quality of advice audit, Citizens Advice contacts a selection of our clients 
who have indicated they are happy to provide feedback on their experience with Citizens Advice Gosport.  
This is a table showing our results for the year as well as our performance against the national average of all 
local Citizens Advice offices. 

Cont/…. 

 
 

Question 

 
 

Very 
Negative 

 
 

Nega-
tive 

 
 

Neutral 

 
 

Posi-
tive 

 
 

Very 
Posi-
tive 

 
 

% Posi-
tive re-
sponses 

 
 

National 
Average 

% Positive 
Respons-

es 

How easy or difficult did 
you find it to access the 
service? 

 
2 

  
5 

  
14 

  
35 

  
53 

  
81.3 

  
79.8 

To what extent did the 
service help you to find a 
way forward? 

 
13 

  
3 

  
11 

  
38 

  
42 

  
86.8 

  
86.5 

To what extent is your 
problem now resolved? 

  
18 

  
3 

  
22 

  
23 

  
38 

  
82.2 

  
78.3 

How likely would you be to 
recommend the service? 

  
3 

  
4 

  
2 

  
12 

  
88 

  
92.7 

  
89.8 
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These are some of the comments made to Citizens Advice by Gosport clients: 

“Fantastic service and a great help. I would of been lost without this service” 

“My situation was very stressful before talking to Citizens Advice who reassured me there was 

help available if the situation continued and removed a lot of immediate anxiety” 

“When I went to Citizens Advice I was in crisis and it was so reassuring that there is someone 

there to help” 

“I’m a veteran who is being looked after by a charity who put me on to Citizens Advice to have 

help with my problems.  These problems are still ongoing and I’m still having advice and       

support from the Citizens Advice for which I’m very grateful and in my case, I find them           

extremely helpful and takes a lot of pressure off me, as I find it difficult to interact with people. I 

find the whole issue very upsetting and very stressful” 

“All I can say is, a massive thank you!  You have completely helped me on the right path to a 

better future.  Without this service I wouldn’t know what to do!” 

“I’m dealing with a lady named Sue she is fantastic, very down to earth explains everything to 
easily understand I feel very reassured and less stressed” 

Our service and how we help Gosport residents 
Citizens Advice Gosport’s core service is led primarily by volunteers.  Those volunteers   

provide every aspect of the service, from welcoming clients, undertaking our research and 

campaigns work, governing the service as a trustee and of course giving advice and        

information to our clients.  These volunteers are  supported and managed by a small team 

of paid core staff and the entire team are dedicated to providing free, confidential,          

impartial and independent advice to our community. 
Our open-door drop-in service allows clients to walk in and receive information and advice 

on a diverse range of issues, including debt, housing, employment, relationships and family 

as well as benefits and tax.   

Our trained FCA regulated advisers provide an initial interview and undertake an initial assessment of the 

client’s needs and desired outcome.  Information is provided to the client allowing them to help themselves 

wherever possible.  Where we identify that another service would be better suited to the client’s needs, we 

can signpost them to that service or complete a confidential referral on their behalf. 

When a client needs additional assistance, they are supported by a volunteer advisor who undertakes an   

in-depth investigation into the client’s circumstances.  With the client’s consent, they can help with the    

writing of letters, making phone calls, negotiating with third parties and providing financial capability      

support where required. 

Help is not limited to face to face; we also provide telephone advice through a national group and provide 

webchat and email alongside the National Citizens Advice Service. 

All of the advice and information we provide is subject to on-going audit to verify compliance with the     

Citizens Advice Scheme and the Advice Quality Standard.   This enables our funders to be confident our  

clients receive a high-quality advice service. 

In addition to the core service provided at our office in Martin Snape House, we have various specialist    
services which are detailed below.  We would not be able to provide our core or specialist services         
mentioned below without the ongoing support of Gosport Borough Council who provide our core grant.   

Cont/…. 
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The people we support 

 
Citizens Advice Gosport supports people from diverse backgrounds across the Borough.  The chart below 

shows the client profiles for those who consented to their information being recorded. 

Compared to the 2011 census data, and our results for the previous financial year, we saw an increase in 
the percentage of clients reporting a disability or long-term health condition and a decrease of those who 
reported having no long-term health conditions or disabilities.   We also saw a higher percentage of female 
clients and those between the ages of 25 and 64.   

 

 

 

Cont/…. 

Disabled Census   Male Female Census 
Female 

  Age 
 25-64 
  

Census 

45% 18%   43% 57% 51%   78% 65% 
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Of the 45% of clients reporting a disability, the highest percentage reported having mental health issues. 

Type Of Disability % 

Mental Health 29% 

Multiple Impairments 24% 

Physical Impairment (non-sensory) 22% 

Other Disability or Type Not Given 20% 

Learning Difficulty 3% 

Visual Impairment 1% 

Hard of hearing 1% 

In the year 2020.21 we saw an increase in the percentage of people coming to us for support from the BAME 

community.  According to the 2011 census, Gosport has a BAME population of 4% which reflected as 5% of 

service users throughout the year. 

 

Despite the challenges caused by the pandemic, the team carried out 14,512 activities, or pieces of work, 
with and on behalf of clients.  This is an increase of approximately 82% compared to the financial year       
pre-pandemic and a reflection of the support given to the residents of Gosport during difficult times.   

Research and Campaigns 

 
Our Research and Campaign work tackles the cause of peoples’ problems and aims to stop unfair practices 

affecting peoples’ lives.   

During the year our volunteer Research and Campaign team have been busy and submitted 112  evidence 
forms to Citizens Advice with the highest number being issues involving Universal Credit.  
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Specialist Projects 
 

Hampshire Macmillan Citizens Advice     

Service 

 
The Hampshire Macmillan Citizens Advice Service provides free, confidential, impartial and independent 

advice to those who have been affected by cancer.  The support is open to patients and family members 

alike via telephone, in hospitals and hospices as well as within Local Citizens Advice offices throughout 

Hampshire.   

Physical face to face meetings were not possible due to the restrictions of lockdown so a new way of    

working was quickly introduced to make sure everyone received the help they needed in the way best    

suited to their needs. 

In 2020/21 our specialist caseworker, Lucy, supported 200 hundred clients with 1,179 issues including    

benefits, debt, employment advice, travel and health cost support as well as grant applications and other 

family and household matters.  She has been very busy, achieving recorded financial outcomes for these 

clients of £594,273.  For a caseworker working 3 days a week this is a great result for the project and, more 

importantly, for the clients.  This is the story of one client who Lucy supported during the year.      (The    

identity has been changed.) 

The client had a previous cancer diagnosis and due to the treatment they were receiving were still 
affected by this. They also suffered with other physical and mental health issues. They had been unable 
to work for many years and had very little income of their own.  
 
Having received divorce papers from the spouse the client was extremely worried about finances and 
housing. Although the client was in the same house as their spouse they were living as separate     
households and so I was able to advise the client that they could claim Universal Credit which would 
initially be the Standard element of £411.51 minus the benefit they already received, and this would 
be paid monthly. If the client needed to find a new home, they could then receive an additional amount 
towards rent as well.  
 

Because of the delay in receiving Universal Credit, I also provided them with 1 x £10 Morrisons voucher 
to help buy some food that month. A week later their spouse said they had to start contributing rent as 
well which the client could not afford, and as there was no formal tenancy, he couldn’t get help for this 
from Universal Credit.  I arranged for the client to receive a food delivery from the food bank once a 
month the week before his next Universal Credit payment was due to free up funds to pay his spouse 
some rent. This was arranged for the next 4 months.  
 
Because of the client's health they were initially in a 3 month assessment period for Universal          
Credit and during this time I helped them to complete a Work Capability Assessment form and attended 
the health assessment via the telephone with them. They were subsequently awarded the Limited      
Capability for Work and Related Activities element and received an additional £343 per month          
Universal Credit.  
 
When the client received notice to leave the property, I spoke to Housing Options at the council, and it 
became clear that it was most likely the client would initially be housed in a hostel. The client felt that 
due to their health they would not be able to cope with this. After more exploration it appeared the   
client may be eligible to be housed by a local veterans housing association, so I helped the client with 
this application.   
 
The client was offered and accepted a home from this association. However, it had no carpet 
or fridge, so I completed an application for a grant from Portsmouth Veterans and Naval Association. 
They agreed to pay for both items and sent the client a supermarket voucher for the equivalent cost of 
fitting the carpet as this needed to be paid in cash which they do not give. The grant had a total value 
of £506.99.  
 
I also advised the client to update their Universal Credit award to receive help towards their rent 
of £600 per month. They now receive an additional £570 housing element.  
 

Cont/…. 
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Due to their low income, they were also eligible for Council Tax Support, and I completed this application 
for them and they get a discount of £105 per month.  
 
They were also eligible for the Social Tariff on their Water Bills and when the client applied for this they 
saved an additional £105 per year.  
 
The client is still receiving support to apply for Personal Independence Payments which will take several 
months.  

Money Advice Matters   

      
The Money Advice Matters Project is funded by Gosport Borough Council and is our homelessness           

prevention project.  This early intervention service supports clients whose debts are affecting their housing 

options.  This is a successful project linking the Housing team at Gosport Borough Council and Citizens    

Advice Gosport.  Clients can be referred directly into the service by Housing Officers and others.  The      

project aims to prevent homelessness and provide support to enable residents to take control of their    

finances, making them less likely to need support in the future. 

During the pandemic possession proceedings and bailiff enforcement action was suspended nationally.  

This enabled our MAM team, consisting of Sue and Jane, to work with those residents whose debts had the 

potential to have an adverse impact on their housing status and resolve issues before possession            

proceedings were instigated or enforced. 

During the year, the MAM team supported 193 new households.  Those families had 652 issues, primarily in 

the areas of debt and housing.  The service achieved financial outcomes of £148,173 which consisted       

primarily of income gains and non-priority debts being written off.   69 clients reported an improvement in 

their health and capacity to manage their finances. 

Of those clients who consented to the recording of their sensitive data, 51% of MAM clients reported having 

a long-term health condition with 5% reporting a disability.   

Of those reporting a disability, 47% reported problems with their mental health and 32% reporting multiple 

impairments.  These figures show that the project reaches those that need it most. 

MoneyWatch 

 
This three year project launched in December 2018 and funded by the Chancellor    

using  LIBOR funds in partnership with Citizens Advice and the FirstLight Trust.  The 

aims of the project are to deliver face to face debt advice and a financial capability   

service to veterans of the armed forces and  emergency services personnel.  Citizens 

Advice Gosport are one of three local offices involved in this project, the others being 

Redcar and Scarborough.  The funding enables us to provide a part time, 2.5 day a week caseworker who 

works closely with the support workers employed by the FirstLight Trust.   

 
The aim of the project is for FirstLight Trust provide initial advice in relation to debts and financial capability 

through their hubs, or café’s.  They also provide emotional and peer support to veterans who are struggling 

with life outside the forces, many of whom suffer from mental ill health.   

 
This project was particularly affected by the pandemic and lockdown restrictions.  The majority of clients  

using this service are extremely vulnerable and more likely to engage through face-to-face activities which 

were inaccessible to them during the year.   

 

Cont/…. 
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Despite the difficulties, our MoneyWatch caseworker, Yvonne worked closely with Riah and Sam from the 

FirstLight Trust to make sure that each veteran who approached the service received the support they   

needed.  It is a testament to the dedication of this team that 80 new veterans were able to access the service 

during the year.  Those 80 veterans presented with a total of 406 issues, or problems, primarily Debt,       

Benefits and Housing.    

 
The project secured financial outcomes during the year of £147,079, consisting of income gains and the   

writing off of non-priority debts.   

 
Of those who consented to the recording of their special category data, 33% of MoneyWatch clients reported 
a disability relating to Mental Health, 33% had multiple impairments with 26% reporting physical                
impairments. 

Universal Credit – Help to Claim 

 
The Universal Credit Help to Claim service is a project funded by the DWP in conjunction with National   

Citizens Advice.    The core aims of this multichannel service are to: 

• Provide the advice and support people need to make and complete their initial Universal Credit 

claim;  

   and 

• Be ready for when they receive their first payment. 

 

At the beginning of the pandemic, the expectation was that our Help to Claim service would see an         

increased demand.  That was not the case. It is presumed that the Job Retention Scheme (furlough)        

obviated the need for people to claim Universal Credit.   During the year, our lead Help to Claim            

caseworker, Becky, supported 209 new clients with their claims for Universal Credit compared to 433     

clients the previous year.   What has been seen is an increase in the complexity of the issues affecting    

clients, resulting in increased time being spent with each in order to resolve the issues affecting their 

claims.   

 

What is remarkable is the financial outcomes achieved by this project during the year ended 31st March 

2021 of £1,151,166.  That figure represents financial gains to those residents who have used the Help to 

Claim service.   

Of those clients who gave permission to record their sensitive data, 59% reported having no health      

problems.  5% reported a disability and 33% reporting having a long-term health issue.  Of those that     

reported having a disability, 38% reported long term mental health issues with 29% reporting physical   

impairments. 

 

Pathways 

 
During 2020 we were fortunate enough to secure funding through the European Social 

Fund for our      supporting people back into employment project, Pathways.  This funding 

has been allocated by the Hampshire and Isle of Wight Community Foundation under the 

Solent Supporting Employment funding scheme.  This project operates from the Solent Room at the       

Discovery Centre and is led by a project-specific Development Officer, Georgina.   

 

The project involves supporting those over the age of 50 who are looking to return to paid work.  It does 

that by providing training on a wide range of subjects including basic IT skills, research skills, confidence 

building, support with job hunting and applications and CV writing.  The project was severely affected by 

lockdown as premises shut and the nature of the participants is such that face-to-face support was         

required.  As things slowly return to normal the project is expected to gather pace and attract more           

participants when the current furlough scheme comes to an end. 
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Increasing Capacity – Debt  

 
In the Autumn of 2020, we secured funding to enable us to increase our capacity to provide a high-quality 

remote debt advice service.  This was funded by the Money Advice and Pensions Service through the         

National Association of Citizens Advice Bureaux.  This project was designed to increase capacity for remote 

debt advice and enabled us to recruit a full-time trainee debt adviser who was new to the provision of debt 

advice. 

 
 
 
 

Increasing Capacity – Remote and Digital Working 
 
We secured funding from the Department of Business Energy and Industrial Strategy through the National 

Association of Citizens Advice Bureaux to purchase remote working equipment, enabling the team to work 

from home with no disruption to services.  This funding meant we were able to buy new laptops to meet the 

increased demand for digital advice. 

 
We also secured funding to enable us to provide additional resources manning our Adviceline, webchat and 

email service delivery channels.   This funding enabled us to maintain a high level of service cover during the 

year which was crucial to support the residents of Gosport during difficult times. 

 
During the year we supported 436 people who called our free Adviceline service, dealing with 1,072 issues, or 
problems, for those clients alone.  In addition to the support given, our Adviceline advisers recorded financial 
outcomes for those clients using this channel of £51,371.  These figures do not include those clients who 
contacted the office directly and received advice over the phone. 

Healthwatch Hampshire     

  
Healthwatch Hampshire is the independent consumer champion created to gather and represent 

the   public view on different issues in relation to health and social care. 

Citizens Advice Gosport provides information, advice and signposting on local health and social 
care  services enabling residents to provide feedback on NHS funded services across the Borough. 

Welfare Benefits Advocacy Service 

 
This part-time project started as a pilot in the 2019 when we recognised a gap in service provision to help 
those who needed support challenging, or appealing, adverse welfare benefit decisions.  This has proven to 
be a worthwhile and rewarding service with outstanding financial results for service users.  The success of 
this project is due in no small part to the expertise and dedication of our specialist caseworker, Sue. 
 

Cont/…. 
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Initially funded for one year with a grant from Hampshire County Council, the project was able to continue 

for a further year with funding through the Gosport Food Partnership.  This project enables people to      

obtain benefits to which they are entitled and excludes Universal Credit which is covered in our Help to 

Claim project.  All the clients accessing this service have serious and often life changing health conditions.  

The income which is achieved supports those clients in maintaining their health and wellbeing.  It also pro-

vides a regular income for those who are unable to work, giving them the means to maintain priority       

expenditure such as rent, heating and lighting. 

 
The majority of clients preferred to use face to face channels pre-pandemic.  When the lockdown               

restrictions were imposed, that option was removed.  Our caseworker, Sue,  worked extremely hard to    

encourage, persuade and support these clients to work with us using video conferencing channels or the 

telephone.  We were concerned that these vulnerable clients would be excluded by the nature of the      

lockdown restrictions.  That was not the case.   

 
As a direct result of the changes we were able to make within our offices at Martin Snape House through 

the additional funding, we were able to offer virtual face to face meetings which took place within a COVID 

secure environment.  Clients were offered set appointments.  Prior to attending, the client was required to 

undertake an individual risk assessment to minimise any risk of transmission.  At the time of the               

appointment, the client was given entry to the office by means of the secure entry system.  They were      

directed into a designated interview room where they sat in front of an open video feed, the adviser being 

in another room at the back of the building or even working remotely at home.  These meetings were very 

well received and designed specifically to support those clients who would otherwise be unable to access 

our services. 

 
During this financial year, the Welfare Benefits Advocacy Service supported 170 new clients, undertaking 

1,062 pieces of work.   

Unsurprisingly, 65% of clients 

who consented to the recording 

of their data, reported having a 

long term health condition with 

11% reporting a disability. 

 
Of those, 25% of clients reported 

problems with their mental 

health, with 24% reporting a 

physical  impairment. 37%       

reporting having multiple         

impairments. 

 
This project recorded financial 

outcomes over the year of 

£534,302 which is fantastic 

achievement by itself.  This figure 

does not represent the true    

outcome which is much higher.  

Our current case management    

system only allows us to record 

the amount that has been  

awarded at the time.  It does not 

reflect the     ongoing payments 

to clients which can last for     

several years. 

 
Unfortunately the funding for this 
project will come to a natural 
conclusion at the end of August 
2021.  We will be looking for funding to ensure this project continues as its value to the people of Gosport 
has been proven and documented.  Without it, clients will have nowhere to turn to. 
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The year ahead... 
2021 will be a special year for Citizens Advice     

Gosport as we celebrate 80 years of providing    

advice and  information to the residents of        

Gosport.  Our plans include an event in October 

2021, bringing the team and key representatives 

from other organisations together for a well de-

served celebration of achievements. 

We all hope that the impact of the pandemic will 

seem a distant memory and we can look forward to 

the continued evolution of the service that is      

Citizens Advice Gosport.  The way we deliver our 

service has changed, and will continue to do so to 

ensure we meet the needs of the local community. 

We fully appreciate the demand for funding as the Country recovers from the impact of the pandemic and 
are extremely grateful for the ongoing support of Gosport Borough Council. 
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