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Last year we helped with 
over 1500 enquiries 
about Personal             
Independence Payments 
(PIP). Overall, we saw a 
30% increase in enquiries 
about disability benefits. 
A significant minority - 
13% - of people            
nationally asking for help 
are in work, and many 
rely on PIP to be able to 
keep their job. 
 
Since its introduction three years 
ago in April 2013 PIP has become 
one of the most common issues 
people need support with and the 
system is still causing misery for 
thousands of sick and disabled 
people. 
 
PIP can be a lifeline for anyone   
living with a disability or long-term 
health condition because it helps 
them with the additional costs they 
face like having someone come in 
to help with household chores or 
specialist equipment so they can 
get around. 
 
But every day hundreds of people 
are turning to the Citizens Advice 
service for help with the benefit. To 
get PIP most people have to go for 
a medical assessment, but many 

feel that their medical 
doesn’t accurately reflect 
the day to day           
challenges they face with 
their disability or illness. 
And in some cases the       
appointment is so far 
away from home that it 
can be very difficult to 
get there,  particularly if 
you’re in a wheelchair or 
on crutches. 
 

These problems with PIP              
assessments not only cause people               
unnecessary stress but can lead to 
serious  money worries and   
threaten their ability to stay in or 
return to work.  
 
It’s good that waiting times for PIP 
applications and appeals have 
come down. But the government 
and companies delivering PIP      
assessments need to make sure 
people can actually get to the   
medical assessments and when 
they do, that the tests get it right 
first time. This not only reduces 
people’s worries but also the need 
for appeals too. 
 
Steve Barriball 
Chief Executive 
Citizens Advice Exeter 
 

Editorial 

You can now follow us on Twitter or 
like our Facebook page. 
 
Twitter  @ExeterCAB     Facebook   ExeterCAB 

 

 

 

 



 

 

Citizens Advice Exeter receives the 
Queens Award for Voluntary Service 

We have been awarded The Queen’s Award for 
Voluntary Service, the highest award given to    
volunteer groups across the UK. The award is the 
most prestigious available to voluntary               
organisations and is the equivalent of an MBE for 
an individual. 

The only Citizens Advice ever to win the award in 
the region, we join a handful of Citizens Advice 
organisations nationally to have been honoured 
with the award. 

Steve Barriball, Chief Executive of Citizens    
Advice Exeter said: “We are thrilled and            
delighted with this award. It’s testament to the 
dedication of both our volunteers and employees 
during a time when demand for our service has 
been amongst the highest ever. The work the 
team does is so vital, often providing support in 
times of uncertainty or crisis for our clients. We 
want to use the award to further raise awareness 
of what we do and how people can access our  
services or support us, either as businesses or   
individuals.” 

 

Volunteers donate time worth half a million 
pounds in 2015  

Our volunteers gave more than 35,000 hours in 
the last year and we estimate the financial value 
of this time  to be worth in excess of half a million 
pounds at £550,000. Support from businesses has 
also been vital in delivering the service, either 
through gifts in kind or donations and fundraising.  

Dennis Mardon, Chair, Citizens Advice Exeter, 
said: “As an organisation so dependent on         

volunteers, this award 
means a huge 
amount to us. It’s a 
good opportunity to 
take stock of all that 
has been achieved 
over the years, the 
growth of the charity 
and the fact that we 
continue to thrive in 
what have been 
tough economic     
circumstances in                                 
recent years. In order to continue delivering our 
service we need support. We are reliant on grants 

and donations in order for our service to continue 
to help those who need us.”  

The Queen’s Award for Voluntary Service       
Committee Chair, former broadcast journalist 
Sir Martyn Lewis said: “I warmly congratulate all 
of the inspirational voluntary groups who have 
been rewarded for their community work with a 
Queen’s Award for Voluntary Service. The  judging 
panel for this year’s awards were struck by the 
quality and breadth of all the successful groups. 
The thousands of volunteers who give up spare 
time to help others in their community and to 
help solve problems demonstrate the very best of 
democracy in action.” 

Last year we helped 22,730 clients with 35,606  
individual problems through a mix of on-line    
services,  self-help facilities, telephone access and 
face to face interviews. 

The award is due to be presented on behalf of Her 
Majesty by HM Lord Lieutenant of Devon, David 
Fursdon, at a ceremony later in the year. Winners 
receive a certificate signed by the Queen and a 
domed glass crystal. 

Citizens Advice Exeter is an independent           
registered charity. It relies on grants and            
donations to maintain its core activity and         
implement new projects. Anyone wishing to     
support the work of the charity can donate         
on-line by going to the Support Us section of their      
website (www.citizensadviceexeter.org.uk).  
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Dennis and Helen Mardon at the 

Queen’s Garden Party 

http://www.citizensadviceexeter.org.uk/


 

 

A team of walkers from Citizens Advice Exeter 

joined forces with the local legal profession and 

advice sector on Monday 6 June 2016 to take part 

in the Exeter Legal Walk. The Exeter legal walk  

celebrated the continued work of the legal       

profession and advice sector in protecting        

people’s rights and promoting equal access to  

justice for all. 

 

The Legal Walk is one of over 30 similar events 

which run across England and Wales. The after 

work sponsored walk raises funds for free local 

legal advice charities in Exeter and throughout the 

South West. Teams from local law firms,        

chambers and in-house legal teams came          

together along with local judges to support local 

advice services.  

 

The event is run by the South West Legal Support 

Trust.  It is part of a network of Legal Support 

Trusts, working with the Access to Justice       

Foundation, to facilitate the access to specialist 

legal advice for the poorest and most vulnerable 

people in the community. 

 

Citizens Advice Exeter Chief Executive Steve 

Barriball said: “The cuts to civil legal aid have not 

only affected the legal profession, but have also 

drastically impacted the services provided to 

members of the public. Advice services, such as 

Law Centres and Citizens Advice, are struggling to 

provide free legal services on issues of housing 

and employment, meaning individuals seeking 

help and support may be faced with either having 

to pay for advice or do the work themselves   

without any specialist help.“ 

 

Steve continued: “Meanwhile, thousands more 

individuals and families are now unable to afford 

advice and are turning to free legal advice      

agencies for help. Many legal advice charities are 

fighting to survive. Since the legal aid cuts came 

into force the number of Law Centres has          

decreased by 20%. The closest Law Centre to    

Exeter is now based in Bristol.“ 

 

Steve added: “On 6 June lawyers from across the 

area walked to show their support for the advice 

sector. Despite the cuts to legal aid forcing the  

closure of many law firms the legal profession has 

always championed access to justice for all.” 

  

Steve finished: “Our target was to raise £500 and 

we have already raised £846.25. Anyone wishing 

to sponsor our team can still donate on-line by 

going to the Support Us section of our website 

(www.citizensadviceexeter.org.uk) and donating 

via the mydonate.bt.com  link. 

Alternatively, sponsorship can be made in person 

at our offices in Dix’s Field”.    

The Exeter Legal Walk 

Legal Walk team back row l-r Lisa Thorne, Freya Searle, Jude 

Robinson, Richard Foxwell, front row l-r  Will Hatton, Carolyn 

Naylor, Donna Hart, Steve Barriball 
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Concern at 12% increase in 
Housing Association repossessions 

We have raised our concerns at a 12.9% increase 
in the  number of Housing Association                
repossession cases listed at Exeter County Court 
in the year-ending 31st March 2016. This is in             
comparison with the same period last year.  
 
Across all housing sectors, there was an overall 
reduction of 18% in the number of cases listed. 
Where a Citizens Advice adviser has assisted     
clients facing repossession, clients have avoided 
repossession in over 85% of cases. Exeter City 
Council, in partnership with East Devon District 
Council, has provided financial support for this 
essential service. 
 
Steve Barriball, Citizens Advice Exeter Chief 
Executive, said:   

“We have at least one adviser present at the Court 
each Tuesday morning to advise and advocate for 
clients. In the last year there were 596 cases listed 
for repossession, an 18% decrease on the         
previous year. However, there has been a          
significant increase in housing association          
repossessions, up by 12.9%, or 24 households. 
This bucks the trend across all other housing    
sectors where we have seen significant reductions 
across both mortgage (55.2%) and local authority 
(19.4%) sectors, and a further decrease of 14.5% 
in the private sector. The number of repossession 
actions by Exeter City Council was down by 26.7%. 
There was an average of around 12 cases listed  
 

across all housing sectors each week.”    
 
Steve explained:  

“The increase in housing association                    
repossessions is difficult to fathom. Often       
landlords are frustrated at the lack of engagement 
by tenants when they start to build up arrears. If 
this is left unchecked it can result in repossession 
proceedings. We would recommend that any   
tenant in difficulty speaks to their landlord and 
gets early advice from us.“ 
 
Steve continued: 

“With historically low interest rates, now is the 
time for homeowners to think about the impact 
an interest rate rise would have on their ability to 
keep up with mortgage payments and start to 
plan. We have seen evidence showing that one in 
five homeowners will fall into arrears when       
interest rates rise. Access to money and debt    
advice will be essential to help prevent large  
numbers of people falling into problem debt.” 
 
Steve finished by saying:  

“I am grateful to our staff and volunteers for 
providing this essential service to families and 
households facing repossession. We are also 
grateful to Exeter City Council for funding this   
service.” 

Repossession trends in the period 1 April – 31 March 

 

 

Sector 2014/15  
Repossessions 

2015/16 
Repossessions 

Difference % Change 

Housing             
Association 

186 210 +24 +12.9% 

Private 96 82 -14 -14.5% 

Local authority 293 236 -57 -19.4% 

Mortgage 152 68 -84 -55.2% 

Total 727 596 -131 -18.0% 
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Repossession trends in the period 1 April – 31 March 

 

 

We have published our annual advice trend    
report for the year-ending 31st March 2016.  

We have recruited 29 more volunteers over the 
last 12 months and this is reflected in the annual 
results, with our charity helping 36% more     
people with their advice and information needs 
since April 2015. 

 

Chief Executive Steve Barriball said: “I         
congratulate and thank our volunteers for the 
work they do each and every day. With the      
introduction of Universal Credit, and other 
changes, there is more that we can do, and we 
will. I would also like to pay tribute to the work 
that the staff team have done in terms of         
recruiting and training more volunteers so that 
we can help more people.” 

 

Steve continued: “Last year, our volunteers  
provided 35,000 hours of their time to support 
local people in need, worth some £550,000 in 
financial terms. Also, the Citizens Advice service 
was named the 2015 Charity of the Year in the 
Charity Times Awards. This is recognition of the 
role that our volunteers play each and every day 
in helping our clients to change their lives for the 
better. That is an incredible and invaluable thing, 
and it was this team effort that the Charity Times 
Award recognised.” 

 

Steve added: “In terms of the advice trends, 
there is a real worry here that for the whole of 
last year enquiries about welfare benefits,      
employment and housing have consistently been 
well ahead of where they were last year. This 
highlights the urgent need to address failings in 
the benefits system, provide more security for 
those in work, and provide additional assistance 
to those struggling to get on the property ladder; 
either as property owners or tenants.”   

 

Steve finished: “We have seen a small increase 
in the number of debt enquires. However, for 
people in debt the situation is more serious with 
debt to income levels increasing and also         

increases in more urgent or priority debt levels. 
Priority debts include things such as mortgage, 
rent and council tax arrears. On average, clients 
in debt now owe some £12,396.02, an increase 
of £669.38 on the previous year.” 

  

The amount of advice that we have been able to 
provide compared to last year, was as follows: 

 

Welfare benefits 

Overall we dealt with 27.5% more welfare benefit 
enquiries this year. The main increases being: 

 30.9% increase about housing benefit 

 30.3% increase about disability benefits 
(PIP/DLA) 

 22.8% increase about tax credits 

 22.4% increase about employment and 
support allowance 

 

Debt 

Overall we dealt with 0.8% more debt enquiries 
this year. The main increases being: 

 34.6% increase about council tax arrears 

 19.0% increase about housing association 
rent arrears 

 10.4% increase about water debts 

 

Client case studies—focus on debt and money 
problems 

1.  A client living in Exeter suffering from anxiety 
and depression had a bailiff  knocking at the 
door due to unpaid debts. We spoke to the bailiff 
to explain the background to the case and the 
help we were providing to the client and the  
bailiff agreed to hold off further action until the 

 

 

Annual advice trend statistics  
 
More volunteers helping more people 
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Citizens Advice and Trading 

Standards Services are leading 

activities throughout the 

month of  July. 

Scams Awareness Month is all 

about 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 and scams 

Every day local Citizens Advice 

across England 

and Wales see clients who 

have fallen victims of 

scams. People desperately 

looking for housing, 

jobs and better energy deals 

for their homes, 

are targeted by scammers. 

 

Find out more at: 

www.citizensadvice.org.uk/

consumer/scams/scams 

advice need had been resolved. The client told us 
that she was very reassured. 

2. A vulnerable, unemployed client was being       
chased for an unpaid debt of less that £200 by 
bailiffs. The bailiff firm was seeking a                  
disproportionate additional set up fee of over 
£300 to recover the debt. 

3. A client with a gambling problem had run up 
debts of over £1,000 on their mobile phone    
contract due to online bingo. Once the account 
had been authorised the mobile phone company 
failed to provide any further checks on the 
affordability of the levels of debt being incurred. 

 

Employment 

Overall, we dealt with 32.7% more employment 
enquiries this year. The main  changes being: 

 53.8% increase about dispute resolution 

 32.1% increase about pay and entitlements 

 28.3% increase about dismissal 

 

Housing 

Overall, we dealt with 41.8% more housing       
enquiries this year. The main changes being: 

 70.5% increase about actual homelessness 

 55.5% increase about local authority     
property 

 39.5% increase about private sector      
property 

 

Advice trend statistics continued 

 

Citizens Advice Scams Awareness Month July 2016 
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Citizens Advice Exeter New brand launch 

As a junior doctor, training to be a GP, I recently 
had the opportunity to visit Citizens Advice Exeter 
to learn more about what they do. I was given a 
tour of their offices to guide me through the     
clients journey, spent time observing their work 
on the phone lines, and later sat in on a meeting 
with a client who has a case being dealt with by 
Citizens Advice Exeter at the moment. 
 
Before coming to visit Citizens Advice, I had an 
idea of what they can offer but was not aware of 
the  specifics of exactly what services and support 
they can offer, and what a wide range of issues 
they can assist with.  
 
Working in GP practice, I am often the first port of 
call when patients come in to see me; sometimes 
they have medical problems but also want to talk 
to me about social problems, and sometimes 
they simply come because they don’t know who 
else to turn to when their benefits have been    
taken away or their social circumstances have 

suddenly changed. It was really valuable for me 
to visit and gain this insight into the kind of     
support that is available, as this is something that 
many of my patients are in need of or can benefit 
from, but often are not aware of.  
 
Since my visit I have been able to signpost some 
patients both to the Citizens Advice website, 
which is a fountain of information in itself, and 
also to the bureau itself where this has been    
appropriate, and had really positive feedback 
from them about this. 
 
I’m very appreciative towards Citizens Advice    
Exeter for allowing me to visit, and being so     
welcoming in treating me as part of the team; I 
certainly gained a lot from my visit and hope to 
continue to work together with them in future to 
achieve the best outcomes we can for the people 
we see. 

GP Trainee Visit to Citizens Advice Exeter 

Deputy Lord Mayor, Cllr Lesley Robson, 
with Dennis Mardon Trustee Board chair 

 

Jennifer Barry 
Royal Devon and Exeter NHS Foundation Trust 
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On April 29th Citizens Advice Exeter hosted an evening event to launch our new brand.  
 
The new brand is intended to reflect a more modern service, communicate our breadth of services 
and to appeal to a wider audience.  
 
The newly branded leaflets and posters were displayed in our reception area. 



 

 

Dix’s Field, then and now 

 

We have launched a new health impact research 
project which follows on from our involvement 
last year into a study to better understand the 
long term outcomes for people who sought our 
help.  

Steve Barriball, Chief Executive of Citizens    
Advice Exeter said: “Findings from the research 
last year confirmed that our services make a    
significant difference to people’s situations,      
resolving their problems and having long-term 
positive effects on their lives. In addition to this, 
we also demonstrated savings for local and     
central government.  We are funded through a 
number of sources and volunteers deliver most 
of the advice we provide.  Evidencing the         
long-term outcomes of our work is important  
because it enables us to demonstrate the impact 
of our work to our funders.” 

Steve continued: “To enable us to further        
develop our understanding of the impact that our 
services have, we are conducting new research to 

look specifically at the difference the advice we 
deliver makes to the health of local people. This 
work will help us to better understand the health 
of our clients and to explore changes in their 
health and wellbeing over time. “ 

Steve added: “Over the coming weeks, when 
people contact us they may be asked to            
participate in this research. This will involve   
completing a short initial questionnaire and then 
taking part in a follow up interview conducted by 
one of our volunteer researchers later in this 
year.” 

Steve finished: “Participation in the research is 
voluntary and choosing not to take part will not 
affect the services that clients get from us. If   
people do choose to take part then we would be 
very keen to hear about what has happened since 
their initial contact with us and if anything in their 
situation has changed and how we could improve 
our services further.”  
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Launch of health impact research 

David Cornforth at Exeter Memories has kindly allowed us to display a photograph from their        

archives showing our office location as it was back in the late 50’s. 

Photo courtesy of Exeter Memories 



 

 

We are celebrating a lottery award of £9,187 from 
the Big Lottery Fund. 

We will use the lottery funding to build capacity 
for our information and advice services through 
the purchase of new equipment and delivery of 
training.  The grant will also provide adapted 
equipment for volunteers with additional          
requirements. 

Steve Barriball, Chief Executive of Citizens    
Advice Exeter, said:  

“We are very grateful to the Big Lottery Fund for 
making this grant. The money will enable us to 
improve the way that we support our clients, and 
improve the learning, and office, environment for 
our volunteers.” 

 

The Patron’s lunch 

Lottery award 

We arrived at our allotted  
entry gate onto Pall Mall in 
good time, although queued 
for a fair while to get through 
tight security - everyone was 
moderately protected from 
the rain in our attractive    
exclusive issue ponchos, 
however, and a good chance 
to strike up conversations 
with  numerous volunteers 

with a whole variety of roles.  

Once in, we collected our incredible hampers, 
found our table and got to know those around us, 
including a colourful lot from Stafford,              
representing a military veterans charity, clad top 
to toe in union jacks so they got quite a lot of 
press attention.  As the rain continued, the       
parade opened proceedings with a ‘wet-run’ prior 
to its later televised re-run, and then the Royal 
walk-about, where various members of the family 
were deposited along the Mall - we had what was 
probably considered to be the main trio of Prince 
William, Kate and Harry.  

Lots of hand shaking, photo opportunities and 
time spent chatting to everyone in the crowd - as 
we were all only 2-3 people deep along the      

railings, there was no sense 
of feeling crushed in trying 
to get a good view, the    
Royals were right there in 
front of us, and then it all 
ended with the Queen and 
Duke of Edinburgh being 
driven down the full length 
of the Mall to join ‘national       
treasure’ Clare Balding for 
speeches.  We were able to 
watch everything on big 
screens and the day ended 
with everyone singing ‘Happy Birthday’.  

Overall, although the day was ostensibly to       
celebrate the Queen’s 90th Birthday, the        
overwhelming sense was a day of celebration and 
thank you to a nation of volunteers, not only 
those present, but all those represented and  
connected back home, and both Michael and I 
felt very lucky to have been able to fly the flag for 
Citizens Advice Exeter on such a special day -     
we-re only sorry that the contents of the hamper 
didn’t survive the journey home to share with you 
all! 

Peggy Crossman 
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We were delighted to send two of our volunteers to the event to celebrate the Queen’s 90th birthday. Peggy 
tells her story of the day’s events. 
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Healthwatch Devon e-bulletins 

You can sign up for the Voices newsletter and monthly 

 e-bulletins from Healthwatch Devon at  

www.healthwatchdevon.co.uk 

Healthwatch is there to represent your views on your health and care services. 

The latest Voices magazine includes stories on the Success Regime and Perinatal mental 
health. 

Healthwatch can be contacted on: 

Telephone: 0800 520 0640 

Email: info@healthwatchdevon.co.uk 

 

The year in focus—Healthwatch report 

 
Healthwatch Devon has just published its annual report for the 2015/16 financial year.  It's a 
good opportunity to pause and reflect on the issues we have tackled, and the stories we 
have heard from you.  
  
Over the course of the year, we heard from 4,150 people about their experiences of health 
and social care.  We talked to more than 600 children and young people, we spoke to around 
100 people in care homes with our Enter and View programme, and we reached over 20,000 
people with online information and advice. 
 
With your help we were able to inform strategic bodies like the Health and Wellbeing Board, 
to raise alerts with authorities like the Care Quality Commission, and to publish reports with 
recommendations aimed at commissioners and providers of health and care services. 
  
The health and care sector never stands still, so we can't either.  Have a look at the latest 
copy of our Voices magazine, and you'll see items on the Success Regime, on mental health 
during pregnancy, and on transport to health services.  
  
Everything we do is based on meeting and talking to people around Devon.  Your views mat-
ter, and we are determined to get them heard by the people who are responsible for plan-
ning, funding and delivering the county's health and care services.  If you have something to 
say about the NHS or social care - good or bad - we want to hear it.  
  
Keep talking to us, and we’ll make sure that what you have to say gets heard.  

http://healthwatchdevon.us4.list-manage1.com/track/click?u=348feee1e9d7591128f08c620&id=e7fda88f4e&e=a9847b0935
http://healthwatchdevon.us4.list-manage1.com/track/click?u=348feee1e9d7591128f08c620&id=c37a65598f&e=a9847b0935
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Brexit 

Citizens Advice have published a report following 
the result of the EU referendum discussing the 
implications for Citizens Advice and our clients. 
The Citizens Advice website has been updated  to 
include interim advice about Brexit and can be 
accessed at www.citizensadvice.org.uk 

It is expected that there might be an increase in 
demand for Citizens Advice services  as people are 

likely to have questions about what the outcome 
means for them.  

The interim advice can be found under Brexit—
how it affects you and will be updated as and 
when information becomes available. A copy of 
the Citizens Advice webpage is below. 
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It is nice, sometimes, to be able to 
contribute to our quarterly magazine 
and write about the things which 
matter to me or general comments 
about the state of the country or the 
voluntary sector rather than writing 
formal reports for the Citizens Advice 
Exeter Board. 

 I have been on the Board at Exeter 
for 12 years this month and in        
October will have been Chair for 12 
years. Over this period I have       
probably seen most of the issues 
which all charities have to face from financial   
difficulties to staffing issues, office relocations to 
dealing with a deluge of new legislation either 
through the state of the Country’s finances or due 
to a change of Government at either local or     
national level.  

We do seem to regularly read stories of doom and 
gloom and sometimes it is difficult to believe that 
we are the fifth largest economy in the World and 
not a small island nation stuck off the coast of  
Europe as I have sometimes heard us referred as. 

The one certainty through all of this is the       
commitment I have observed from charity         
Volunteers (including the Trustees) and the paid 
staff. This is something which I believe is a feature 
of the vast majority of the Charities in Exeter and 
around the country. 

I would also like to say how supportive many local 
businesses have been in quietly providing           
financial and practical support to many local     
charities normally not wanting any public       
recognition for their contribution. My advice to 
any charity would be to speak to companies and 
you may be surprised at the response you will get. 

What else have I noticed over the last twelve 
years? 

I certainly think charities are far more willing to 
consider working in partnership with each other 
now than they were a decade ago, bringing to-
gether the different skills possessed by their staff 
and volunteers for the benefit of our joint clients – 
the sole reason we all exist.  

To this end I hope that the Advice Exeter project 
which was originally funded through the Advice 
Services Transition Fund can grow and provide 
the holistic service which I know clients require – 
rarely will a client’s problems be limited to         

finance, age, health, employment or 
housing but a combination of several of 
these. 

This brings me to another opportunity 
which I believe the health sector has  
sadly failed to grasp throughout my 
twelve years. This is their lack of           
enthusiasm for taking an holistic          
approach to dealing with the problems 
their patients have choosing to only want 
to deal with the medical issues.  

I believe that a small investment in 
providing advice and support to their patients for 
non-health problems would have a dramatic     
impact on the cost incurred in dealing with those 
health problems especially those related to       
depression and other mental health conditions.  

A project involving several local Citizens Advice 
offices in Liverpool with the Liverpool Health     
Services well proves this point with massive     
support from the Health sector which is providing 
excellent outcomes for their patients. Perhaps 
more NHS organisations should be prepared to 
“think outside the box” and not just look at the 
short term budget implications. The longer term 
budget savings could well be very significant     
indeed.  

I am hoping that work we are undertaking with an 
expert from Bath University will provide proof of 
the beneficial outcomes that this holistic            
approach can bring both to the patients and to 
the local CCG budgets. 

Finally I would like to take this opportunity to  
publically applaud my colleagues, staff, volunteers 
and trustees, at Citizens Advice Exeter for what 
has been a quite outstanding twelve months.    
After receiving excellent results from both our 
Quality of Advice Audit and our Management    
Audit which placed us in the top 5% of local       
Citizens Advice charities in the country we became 
only the second local Citizens Advice charity to be 
awarded the Queens Award for Voluntary Service, 
the highest award for the Charity Sector, in June 
this year. 

 

Dennis Mardon 
Trustee Board Chair  
Citizens Advice Exeter 
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Advice column 

I would find it easier to understand my pension if the industry used simple, standard           
language to describe their products. I am unclear about some terms and I am concerned that 
I am missing out on the best pension options. What are the most common terms? 

Recent research from Citizens Advice shows more than a quarter of people with defined               
contribution pensions feel that they don’t understand their pension plan, while fewer than one in 
five feel very confident.  

The top ten pensions jargon which people find most perplexing include: 

1. Annuity: An annuity is an insurance product that gives you a guaranteed regular income, either 
for your lifetime or for the term of the annuity, which can be a shorter fixed period. There are lots of 
different types of annuities. You don’t need to stay with your current provider to buy an annuity and 
can shop around to find the best product for you. You’ll usually get a higher retirement income by 
shopping around. 

 

2. Open market option: This is the right you have to shop around to find an annuity that suits your 
needs. You don’t have to stay with your current pension provider. The rates you are offered by 
different annuity providers can vary dramatically and once you have made your choice, it can be  
extremely difficult and often impossible to go back on your decision. 

 

3. Guaranteed Annuity Rates (GARs): This is a rate that was guaranteed by your pension provider 
when you took out your policy. As annuity rates have worsened over the years, these are likely to be 
very valuable and guarantee you a fixed rate of income much higher than annuity rates on offer   
today would buy. 

 

4. Selected retirement date (SRD): When you take out a personal pension you select the date 
when you think you would like to access your pension pot. You do not have to take your pension at 
the SRD, you may be able to take it earlier or later, but you should check the terms and conditions of 
your policy with your provider, as some policies may have restrictions. If your pension pot is          
invested in with profits funds, the provider will often have the ability to apply a reduction to your 
fund if you take it at a date other than your SRD. 

 

5. Safeguarded benefits: These are special features attached to your pension pot that guarantee 
certain payments. Safeguarded benefits are usually defined benefit pensions (for example, a final 
salary pension, guaranteed minimum pension, or guaranteed deferred annuity). Some defined    
contribution pensions have features attached which make them safeguarded, which includes a  
guarantee from your pension provider about the rate of pension to be provided when you retire (for 
example, a guaranteed annuity rate). 
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6. Transfer value: If you want to move your pension from one provider to another, this is the 
amount you’d get if you moved your pension elsewhere. It may be less than the ‘fund value’ of your 
pension because it will include any charges for transferring. 

 

7. Flexi-Access Drawdown (sometimes referred to as getting an adjustable income): This       
option means that your money remains invested in a pension fund. You can draw money out        
directly from the pension pot flexibly, to either provide an income or to take lump sums. You can 
only take one tax-free lump sum of 25% of the total pot when you put the whole pot into drawdown. 
All other money drawn will be taxed as income. The money left in your pension can be invested, so 
the level of funds could go up or down. 

 

8. Lifetime allowance: The Lifetime Allowance is a limit on the amount of pension benefit that can 
be drawn from all of your pension schemes – whether lump sums or retirement income – without 
triggering an extra tax charge.  It applies to the total of all the pensions you have, including both 
your defined contribution and defined benefit schemes, but excluding your State Pension. From 
April 2016 this is set at £1million. In some circumstances you can apply to protect your pension    
savings. If you are above this threshold, a tax charge will be applied to any excess payments. 

 

9. Benefit Crystallisation Event (BCE): A BCE is an event that triggers the need to test your pension 
savings against the Lifetime Allowance, to check they are within the savings limits allowed. If they go 
above this limit excess funds will be subject to an additional tax charge. A BCE happens in a number 
of circumstances, such as when you access your pension funds by purchasing an annuity or draw-
down product. Also if you die before taking any of your pension pot or you have not taken all of your 
pension funds by 75, this is also a BCE and the savings versus lifetime allowance test is applied. 

 

10. Uncrystallised funds pension lump sum (UFPLS): This option became available through the 
new pension freedoms. It allows you to take multiple withdrawals (cash lump sums) from your    
pension. For each withdrawal, 25 per cent is tax-free and the other 75 per cent is taxed at your   
marginal tax rate for that tax year. The remainder of your pension pot remains invested. 

 

To book a free face to face or telephone Pension Wise appointment, call 0300 330 1001 or visit 
www.pensionwise.gov.uk. You can also book an appointment by visiting the Citizens Advice Exeter 
office in Dix’s Field. 

 

The information contained in these articles does not constitute advice. Citizens Advice Exeter accepts no 
liability for the information published. Copyright Citizens Advice. For the most up-to-date information, 
please visit www.citizensadvice.org.uk 

Advice column continued 
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