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People Matter IW is the Island’s User Led Organisation. People 

Matter IW is here to support the Island’s community in having a 

voice and to ensure that they are heard when there may be 

planned changes to services that they are provided with. This 

collating of Service Users’ views is varied to ensure that there is 

opportunity for all members to get their concerns and voices 

heard. 

As a User Led organisation People Matter IW is managed by a 

board of Directors and Trustees all of whom are either Service 

Users or Carers or have their own disability. This is a major 

requirement of the ‘21 ULO design criteria’. 

Directors of People Matter IW: 

John Roberts   

John Phillips 

Jane Lambert 

Rodger Gray  

Irene Burkett 

 

Manager’s Report 

I am delighted to say that People Matter IW has, in the last year, 

continued to grow and develop despite, as we all know, a continued 

pandemic and us all having to change our lives to adapt to working in a 

different way both for now and in to the future. As a staff team we have 

all helped to protect each other, our loved ones and the people we work 

for and with and represent. We continue to have continued additional 

safety measures in place to enable us to continue as best we can. 
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People Matter IW have the following as our shared values: 

       People Matter IW: We listen, you decide 

• Led by you the users of local services 

• Helps you to obtain person centred services to keep your 

independence 

• A caring professional organisation working to national quality 

standards for you 

• Providing you with relevant, unbiased easy to understand 

information, guidance and support 

• We provide your link to making sure that service users voices are 

heard where decisions are made  

I am proud that, with the support of our Directors and the fantastic 

staff team, all of whom understand and believe in supporting people 

with support needs within our community, People Matter IW are the key 

local organisation in ensuring the users of services are listened to. We 

have this year an additional Director and are delighted to welcome 

Irene into the People Matter IW team. Her knowledge, especially 

around employment law, has helped the team throughout the year and 

we thank her for that. 

We have been successful in supporting consultations led by the Isle of 

Wight Council ensuring that the user voice is involved at every stage of 

the process. We also aim to ensure that all organisations will work co-

productively in the future to help make the Isle of Wight a better place 

to live.  

Earlier in the year we were successful in being awarded funding for 

People Matter IW being the Census Support Service for the Island. This 

involved staff being trained to a high standard for the Office of National 

Statistics. We were kept on our toes and were very busy. This is 

testament to People Matter IW working with others involved in the 

Census and getting the marketing right so that people knew where to 

access support. We thank all staff who went the extra mile to provide 

this service on top of their daily duties. We have also received funding 

from the Baily Thomas Foundation for one year. This will enable us to 

provide an additional member of staff to support the Learning Disability 

Partnership Group and give people, with a learning disability, who use 

services, a bigger say in what happens. 

We are looking forward to another productive year supporting people 

who need a voice. 
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Finance Report 

Income for 2020 – 2021 - £474385.00 

Expenditure 2020 – 2021 – £428794.00 

Full accounts for viewing are on the Companies House and Charity 

Commission Website. 

Terri Baker – Manager – People Matter IW 

Groups and Membership report 

People Matter IW is a membership organisation with over 240 individual 

members. We presently work with a number of mainly user-led groups 

for a wide range of lsland residents with differing support needs. Most 

of the Groups traditionally operate in a similar fashion as People Matter 

IW actively promotes self-advocacy, peer advocacy and group advocacy 

although Covid-19 had a negative impact on our face-to-face meetings 

during much of 2020 and most of 2021. Despite this we have managed 

to regularly stay in touch with all of our members, mainly via e mail or 

by phone and also, most importantly, by posting information out to all 

of those who do not use a computer. 

The various forums we work with include groups for people with 

Learning Disabilities, Autistic Spectrum Disorders, Older People, Carers, 

Long Term Conditions and Parents Voice IW. Under normal 

circumstances this involves a variety of People Matter IW staff and 

volunteers in about 100 meetings a year across the full range of 

groups. In a number of instances, we would normally provide a 

comprehensive and professional administrative support, follow-up and 

minute taking service also chasing-up and dealing with various ‘action 

points’ between meetings. During the various lockdowns we dealt with 

all such issues, as best we could, but now, fortunately, we are able to 

engage with our Groups and provide that much sought after personal, 

one-to-one contact. 

We are always looking to see how we might help either existing groups 

or new groups and are keen to hold discussions with other user-led 

groups which we may be able to assist in the future. In previous years 

we have also hosted one-off ‘focus groups’ or ‘task and finish’ groups, 

on behalf of other organisations, such as the Isle of Wight Council or 

Isle of Wight Clinical Commissioning Group, for specific projects or 

purposes. These have always been well received by the members and 
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will, again, in the future, remain worthwhile avenues of ideas sharing, 

consultation and co-production.  

Social Care and Health professionals are always invited along to most of 

our user group meetings, when they occur, where they can be held to 

account, in person, by our members and, most importantly, the people 

who use the services. The various professionals assist, where possible, 

with providing information and guidance on behalf of the council and 

the local NHS and CCG and the members are grateful for their 

continued presence.  

Two-way communication has been maintained, despite Covid-19, and 

the professionals have been a good and ongoing source of information 

for our members. 

As an organisation, we are mindful that, because of all the changes 

introduced over recent years, both nationally and locally, in the 

provision of both health care and social care, there is a real need for 

much more involvement from the people who use the services. People 

must be more fully consulted as they have a right to a direct say in any 

and all changes in service delivery that may affect them both as groups 

and as individuals. “Nothing about me without Me” is a wonderful motto 

and People Matter IW continue to embrace and assist this process 

known as ‘Person Centred’.  

Graham Drudge, Membership, Quality and Communications 

Officer 

Quality Assurance and ISO 9001:2015 

ISO 9001 sets out very detailed criteria for a 

quality management system. It can be used by 

any organisation, large or small, regardless of its 

field of activity. It is important to note that ISO 

9001 is a globally recognised standard. This 

standard is based on several quality management principles including a 

strong customer focus, the motivation and implication of top 

management, the process approach and continual improvement. Using 

ISO 9001:2015 helps People Matter IW to ensure all of our customers 

get a consistently good, high quality service. 

The Board of Directors of People Matter IW, our Charity Trustees, made 

the decision to work towards external certification, through the ISO 

9001 standard, when the organisation was originally formed in 2011. 

From that time onwards, as a team of Directors and staff, we have 

worked very hard on our quality assurance and management systems, 
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within People Matter IW as an organisation and, particularly, The 

Independent Living Centre, the higher profile, public facing element of 

our business. This has involved both volunteers and all the staff in 

constantly refining our many processes and procedures. Due to the 

nature of what we do this type of work continues to this day and has 

also been amplified due to the Covid-19 pandemic over the last 20 

months or so.  

 

On the 27th November 2015 People Matter IW and The Independent 

Living Centre attained certification as an ISO 9001:2008 certificated 

charity and company. It was pointed out to us that this award was 

recognition of the dedication and the professionalism demonstrated by 

our Directors, Management, staff and volunteers and, we all feel it 

marked a coming of age for People Matter IW as an organisation.  

 

Over time, and in order to retain our Certification, we had to fully 

transition to the more modern ISO 9001:2015 standard. We underwent 

our first, full external audit, to this standard, in September 2018. The 

transition work demanded a complete rewrite of our Quality 

Management Systems manual and reviews of all our processes and, for 

the first time, introduced a requirement to consider the context of the 

organisation and the requirements of all of our interested parties. 

Everything we do needs to be regularly reviewed and internally audited. 

This is now a regular and ongoing exercise built in to the way we work, 

think and operate as a business and charity. 

 

Since August 2015, People Matter IW have been externally audited, 

under ISO 9001, on seven separate occasions.  

Our most recent Full, Recertification Audit took place on Wednesday 1st 

and Thursday the 2nd September 2021. I am glad to be able to report 

positive news and confirm that we have once more gained ISO 

9001:2015 certification up until September 2022. 

Graham Drudge, Membership, Quality and Communications 

Officer and ISO 9001:2015 QA Lead 
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Safe Places Scheme - People Matter IW, Inclusion Outright and 

Healthwatch IW  

Since Jane Hughes, from ‘Making Connections’, took over the co-

ordination of Safe Places IW at the end of June 2020, our aim was to 

re-engage with existing locations, increase locations and raise 

awareness about the scheme. Over lockdown our location numbers 

dropped due to location closures. Unfortunately, some of these venues 

have remained closed or are now not open to the public. 

This year we have added new locations to our listings. This brings our 

active locations to a total of 32. We have also designed an Island 

Website and Facebook page and continue to promote Safe Places IW.  

All locations receive a welcome letter, link to the information pack on 

the website, 2 Safe Place window stickers, badges and leaflets. In the 

last few months we have been sending out Safe Places cards and 

leaflets to new service users to raise awareness of Safe Places on the 

Isle of Wight. We have visited all Safe Place locations on the Island in 

order to meet and greet as well as to check they understand how to 

operate and to provide new window stickers etc. A group of service 

users from John’s Club will also be undertaking some ‘mystery shopper’ 

visits shortly. 

 

This financial support has now finished but we are regularly applying for 

funding to allow it to continue. 

 

Autism Inclusion Matters and Sensory Library    

 AIM has expanded dramatically over the last year. 
During that growth we have held on to our core 
identity and leadership as an entirely Autistic Peoples 
Organisation. We have kept to our aims and values 

and reflect regularly on our purpose to ensure that we continue in the 
right direction. We have 4 autistic members of staff, 2 autistic youth 
volunteers and are in the recruitment process for more volunteers. 

Social and support groups 
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This year we have received funding from the Children’s CCG to run 
family support groups. These groups are Peer led, meaning that we can 
provide support to autistic young people, from an autistic perspective, 
and guidance to their families and Carers. The groups are split between 
4-11 years and 11-17 years. The 4–11 years group is often fully 
booked. The 11-17 year is not so well attended, and we have recently 
changed the time following feedback which we hope will allow more 
young people to attend. 84 individuals have attended the 4–11 years 
group and, since April, 42 people have attended the 11-17 group.  
On the request of members of AIM we have also received funding for a 
‘Short Breaks’ Dungeons and Dragons group for 13–19-year-olds. The 
group is for 4-6 people and runs once a week. This has mostly been 
fully booked since starting in the beginning of October. We run a 
Women and Girls Neurodiverse group every 4 weeks. In this group 
autistic women and girls can bring family members with them.  

This is a very popular group which was originally created using funding 
from the Tampon Tax and has been carried forward due to its success.  
Our Monday Adult support and Social group restarted on November 1st 
and is fully booked. We run other small groups based on what people 
want to do, including ‘Zoom’ groups. 
 
Autism Partnership Board 
This Partnership Board is organised and run by Autistic people with 
additional support from People Matter IW. We currently have 4 autistic 
people who are core members and are currently recruiting more. We 
have continued to meet over ‘Teams’ during lockdown and are working 

on the refresh of the Autism Strategy.  
 
Sensory Library 

The Sensory Library continues to be a very popular and highly praised 

service. We now make a portion of our loans out of the support groups, 

and continue to provide other loans via virtual appointment, then 

delivery and collection. We have made 34 loans since April 2021.  

Flexible Peer Support 

We have been able to provide a number of 1:1 and small group 

sessions, as well as additional support to our social and support groups 

through a grant from HIWCF. Funding ends in November 2021.  

Other Projects 

AIM is currently involved in a number of other projects as “experts by 

experience”. We are providing training and advice and consulting with 

many organisations. We are currently struggling to keep up with 

demand. We have just become a local fundraising partner with the Co-
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op. You can help us by choosing us as your cause when shopping at the 

Co-op. https://membership.coop.co.uk/causes/59896 

Claire Collins, AIM Co-ordinator 

The People Matter IW Independent Living Centre  

The Independent Living Centre (ILC) is located on Riverway in Newport. 

ILC staff offer advice to individuals enabling them to maximise their 

independence & improve their health & well-being and we support 

people to maintain their mobility & independence. Staff assist people to 

find & choose equipment, technology and aids & adaptations to help 

them live independently and in a safe environment. Staff ensure that 

Island residents are as well informed as possible about the ILC by 

publicising what we do when attending external events.   

We have an open-door Policy; but we acknowledge that people get a 

better overall experience when they book to see a member of ILC staff 

for an Independent Living Skills Assessment (ILSA) during which clients 

are advised on where they can source equipment.  

To book an ILSA appointment please call 01983 241494 

From 1st October 2020 to the 30th September 2021 5648 people 

contacted PMIW. On average either by face to face, email, telephone 

call or letter engaged with 109 people per week. 

We are always looking for ways to maximise our income and we have 

calculated the Social Value of each Independent Living Skills 

Assessment to be £9.70. This equates to nearly a 10-fold return on 

every pound invested.  

The ILC is open from 10.00 till 16.00 hrs Monday to Thursday & closed 

on a Friday. However, there is a phone service provided on Fridays 

from 10.00-13.00  

We closed the doors of the ILC on the 25th March 2020 and PMIW staff 

then worked from home. Initially some admin’ staff were furloughed for 

a while. We remodelled the way in which we worked, offering 

Independent Living Skills assessments over the phone, via email and 

posted materials to help to support clients who found themselves in a 

situation they had never experienced before.  

We wrote risk assessments, rewrote our policies and processes, 

sometimes producing three versions of the same flow chart to 

demonstrate how we could be flexible in our approach and continue to 

offer a service to clients, especially those who were isolated, frightened 

and in need of support. This we did by using the telephone and 

https://membership.coop.co.uk/causes/59896
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internet. A challenging time. We are now using version 21 of returning 

to using the ILC plan. Each time there has been a change in advice 

from the Government around safe working practice we have updated 

the plan. Throughout, all staff have been involved and consulted.  

Cathy Hayes – ILC Manager and ILSA, Sophie Reynolds – 

Administrator/Receptionist, Rebekah Brittan – Administrator 

and Trainee ILSA 

People Matter IW Advocacy 

PMIW Advocacy provides support to individuals by taking positive action 
to help people get their voice heard and to say what they want to say.  
 
Advocacy helps to secure people’s rights, to represent their interests 
and views and help people to get the type of services they need. 
 
PMIW Advocacy was originally started up on a small grant from the 

improved Better Care Fund. This funded two PMIW staff - Cathy Hayes 

and Graham Drudge - to be trained as Advocates under the Care Act 

2014. The funding is no longer available to provide Advocacy for free; 

however, the service has continued and is now chargeable. People can 

be sent an Advocacy self-referral form via email to complete online or if 

they prefer a paper copy by ringing the ILC on 01983 241494.  

Issue based Advocacy can be provided if the person referred fits the 

service criteria. If someone is unsure as to whether they would satisfy 

the criteria Cathy and Graham are always happy to discuss any 

potential referral with a client. 

We have been working in partnership with the South West Advocacy 

Network (SWAN) supporting clients who require Care Act Advocacy. At 

present we are working with two clients who require Advocacy support.   

 Cathy Hayes and Graham Drudge – PMIW   Advocates   

 
Personal Assistant Recruitment and Employment Service 
(PARES) 
 

Personal Assistant Recruitment and Employment 
Service (PARES)  
2021 feels like it has been a year of sorting out and 
progression for PARES. Once the Covid restrictions allowed 
we moved forwards with a plan to get our paperwork into 
digital formats to make processes easier for us, PMIW staff, 

external partners and agencies using the same system. Working from 
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home proved that we do not need much paperwork at all for the service 
to run efficiently. We have embraced Zoom and Teams meetings as a 
normal method of meeting, although it has been lovely to be able to talk 
to people face to face again when appropriate.  
 
Following the lockdowns and restrictions the PA’s on furlough returned to 
work as soon as it was viable. Some hours changed as a result of clients 
revaluating their needs and support requirements, but we still have many 
of our original client base. Our PA’s have made sure our clients have been 
reassured and supported and, as always, have gone above and beyond 
to ensure their safety and welfare. 
 
One of the biggest challenges this year has been the regular Lateral Flow 
and PCR testing for PARES staff. Testing is three times weekly with 
results being recorded by PARES. We have weekly check ins from Adult 

Social Care to report any cases and update on any help that may be 
needed. The national Capacity Tracker is updated daily with any reported 
cases of Covid along with Covid and flu vaccination take up. All PARES 
staff have had the Covid vaccinations with those in the most eligible 
groups starting to take the booster. We continue to monitor the correct 
use of PPE and infection prevention and control measures. The cases of 
Covid for PARES continue to remain low. This is a testament to the PA’s 
who continue to follow the procedures put in place to protect their clients 
and themselves.  
 
Training continues to be a been a priority and after only being able to 

access online training for over a year we now have all practical, face-to-
face training such as First Aid, Moving and Handling and Medication in 
Care booked for the months ahead.  
 
As we know the care sector in general is struggling to recruit at present 
and this has a knock-on effect in sourcing care and support locally and 
nationally. PARES has a pretty constant stream of new people wanting to 
use the service but not always enough PA’s to fill the positions. Early in 
2022 we are looking to invest time, as a team, in advertising and 
networking aimed at recruitment.  
 
Advertising continues through the normal routes e.g. directly to PA’s, 
website and Job Search and Facebook. We have added new policies and 
updates to existing policies. Additional competency checks, and risk 
assessments were introduced to ensure standards are consistently met.  
 
New procedures for CQC inspections have been communicated and we 
receive monthly emails updates to show they are monitoring us.  
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In the month September to October we provided 675 hours of support to 
our service users (which is a 39% increase on the same time last year). 
Support packages range from 2-25 hours weekly. 
Breakdown of funding sources: 
6x Personal Budget – local Authority  
2 x Continuing Healthcare Budget 
6 x Self-Funding 
1 x Another source 
 
Some clients use a combination of sources 
 
As always, our PARES PA’s have shown commitment, flexibility and the 
ability to adapt to changing times, with their clients, to ensure that their 
life choices, wellbeing and safety are at the top of the list. A big thank 
you to all of them.  

 
Carla Evemy – PARES Officer and Alex Crilly – PARES 
Administrator 
 
Support for Parents Voice IW 

Parents Voice IW have had a productive year so far and 

are getting increasingly busy and involved in lots of 

projects as the community opens up again.  There is still 

work to do to get back to Pre-Covid levels and we are 

gently encouraging people to come and join us for coffee 

mornings and outside meetings. 

We have successfully applied to the Charity Commission and are now a 

registered charity. In the next couple of years, we hope, this means we 

have more funding opportunities and can broaden our reach to parent 

carers across the island. 

The Hampshire and Isle of Wight CCG have found some funding for us 

and we are working more closely than ever with Catherine Barnard and 

her team who are ensuring that service users, parent carers and young 

people are at the heart of all the new initiatives they are developing.  

We are really pleased with how our involvement is valued and this 

shows a real improvement to past years. 

We are working closely with the Islands SEN team who have also had 

some changes to processes around EHCP’s.  Again, Parents Voice IW 

were included in the discussions and developments of these changes 

and they appear to have been a success.  There is now an EHCP Hub, 
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an online system for applying for and going through the process of 

getting an EHCP (Education Health and Care Plan). 

We will be having a Christmas party for the children this year where we 

will officially announce that we are now a charity. We are feeling really 

enthused by all the work that we are being given and the conversations 

that we are being invited to have. 

Joanne Lawlor – Parents Voice IW Participation Co-ordinator 

Team Around the Person – TAP 

 

The TAP team receive referrals from 

The Help Through Crisis team and 

are for those clients, with a physical 

or mental health issue, who have 

found themselves in a crisis situation, causing food / fuel 

poverty. As part of the criteria, the applicants referred to TAP, should 

not have other support that may duplicate TAP.   

 
TAP assists those clients to address immediate issues, to prevent 
further deterioration of their situation. TAP also coordinates other 
services that a client has been referred to. We also refer to other 
services, should the client agree. We enable them to navigate complex 
systems and processes more effectively. 
 

The TAP team have managed to continue assisting throughout the 
lockdown of Covid 19. I think it surprised us how much can be done, 
and how much has been achieved by remote working. At this time the 
majority of clients were supported via telephone contact, text, email 
and letters. Obviously, there were those that required face to face 
contact and this was achieved, adhering to Covid restrictions.  
 
We now receive referrals from applicants that have previously led a 
comfortable lifestyle, but loss of job, in some cases, loss of home, price 
increases to food and fuel, have resulted in these people requiring 
assistance. Some have never been in this position previously, so have 

no knowledge of Welfare Benefit entitlement and how to apply and also, 
no knowledge of other organisations that can assist. Most find the 
systems completely overwhelming and confusing. 
 
The number of referrals vary. Each referral though generally has 
multiple issues to address and so clients are usually assisted for some 
time. 
 
The majority of applicants have financial issues including debt.  
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We do our best to maximise income by undertaking Welfare Benefit 
checks. Some meet the criteria to apply for Personal Independence 
Payment or similar and limited capability for work through Universal 
Credit. If successful, it can boost income and enable client to manage 
their income and expenditure. Unfortunately, both of these applications 
take, anything from 5 months plus, to achieve outcome, so it is not a 
quick fix. 
 
We also address other areas of their lives that they may wish to 
improve. We refer to appropriate organisations, for example, mental 
health services, primary and secondary health services. These, too, also 
have very long waiting times. 
 
To illustrate TAP involvement, here is an example: 
 

• I am assisting single person in private rented accommodation, he 
has work related back injury, no longer able to work.  

• Client has no IT experience/ knowledge and has difficulty with 
application forms etc, due to being dyslexic. 

• Is in receipt of UC including some housing costs. He has historic 
debts for IW Council, which is deducted from Universal Credits, 
also advance payments are being deducted. Although these 
deductions have been challenged and some reduced, significant 
amount is still deducted. 

• Client also has travel costs to hospital, due to health issue, which 
are reimbursed, but this takes time. 

 
When outgoings are paid, client has little money left each month. 
Personal Independence Payments and Limited Capability for work 
application were completed in June, client is still awaiting assessments 
for both. We contact both depts, on regular basis to advice of situation, 
but continue to wait. Client, therefore relies on monthly food bank 
vouchers, which has been allowed to continue, long term, due to 
circumstances. This client is aware that his income could increase in the 
future, he also has a legal case in motion due to work related back 
injury. However, because all these things take so much time, he is 
struggling in the here and now. TAP continues to network with Citizens 
Advice, Footprint Trust, Food Bank and Age UKIW and other 
organisations as required. 
 
Toni Flint, TAP Co-ordinator 
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Improved Better Care Fund – Living Well Programme 

   
Brokerage Support Service 

As reported last year, the Brokerage service is now very much phone-

based and we rarely see any clients face to face.   

Referral numbers, since last November, have increased hugely.  

Unfortunately, alongside this, numbers of active PAs on the PA 

Noticeboard have decreased.  

Care agencies are also experiencing difficulty in finding care staff.  This 

means the Brokerage team have been finding it increasingly difficult to 

source the support our clients need. Between November 2020 and 

October 2021 Brokerage received almost 600 referrals, 46% of which 

were referred by Adult Social Care; during the same period the 

previous year there were just under 400, with 28% coming from Adult 

Social Care.  The team have worked very hard to respond to all these 

requests for help but we currently have a waiting time of around a 

month.  We continue to work closely with colleagues at Age UKIW to 

provide broad support as part of the Living Well project.  

Despite the current difficulties in the care sector, over the last year the 

Brokerage team has supported 144 clients to find a package of care 

and has provided information, advice and guidance to many more.  

Feedback from clients remains positive and the project continues to 

have an important role to play in supporting the more vulnerable 

members of our community.  Funding for the future of the project is 

currently under consideration by the Isle of Wight Council and it is 

hoped that People Matter IW can go on providing this support into the 

future. 

Brokerage Support Co-Ordinator – Alison Ings, Andrew Milford-

Wood/ Lea Fairclough – Brokerage Support Officers 

Learning Disabilities Housing Support Officer 

For much of the last year, supported living facilities have been closed to 

new residents because of the Covid-19 pandemic.  This led to the LD 

Housing Support Officer being furloughed for much of the year. Things 

have opened up since the early summer, however, and we now have a 

new LDHSO in place, Kate Hopkins. Kate has been working closely with 

the social work team at the Isle of Wight Council as well as with 
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organisations such as ‘Shared Lives’ and other housing providers.  Over 

the last few months there have been around 30 referrals, and the 

LDHSO has found new accommodation for 6 clients with 5 pending 

being finalised. Generally, the LDHSO is providing support over the 

phone rather than in a face-to-face meeting.  This arrangement is 

flexible, however, and if a client’s needs dictate that a meeting should 

be face-to-face, the LDHSO will attend in person. 

       Learning Disability Housing Support officer – Kate Hopkins 

Short Term Intervention Project/ Dementia Day Care Project   
 

We have worked with Carers IW to provide up to 24 
hours of support for Carers who were struggling and 
who needed a bit of additional support to help stop 

them going into crisis.  
 
This entailed putting an advertisement onto the council’s Personal 
Assistant Noticeboard to source Personal Assistants who were able to 
provide the support. We introduced the parties and the support was 
carried out. This could include: sitting with the cared for person so that 
the carer could shop, go out or have some space to helping with 
gardening or day-to-day things that the Carers are struggling with.  
 
We received over 70 referrals for this support. We supported Carers IW 
to get feedback on the service from those who had benefitted from 
getting the support and assisted with a report on the findings.  
 
This process was then extended to support Carers to access Dementia 
Training with PAs being sourced to stay at home with the Cared for 
person so that the Carer could attend training. This was also successful. 
This funding has now finished. 
       
Emma Simmons and Lea Fairclough – STIP Co-ordinators 
                                                     

   Census 2021 proved to be quite a 

challenging experience but also strangely enjoyable and we are really 

pleased that People Matter IW was able to be a part of it both for our 

own members and the wider Island community. Our efforts, assisting 

local people, publicised heavily in advance, from February onwards, in 

all local media outlets, via social media and through multiple local 

charities and voluntary organisations, proved more than worthwhile. 

This was borne out by the fact we were the busiest GTF Support Centre 

in the country as of May 6th. (Source: GTF Census Regional Manager). 
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In total we had 574 enquiries from members of the public and, very 

positively,110 of these resulted in successful completions of Census 

returns. 

Whilst accepting that, quite naturally, we were always more likely to be 

hearing about people’s negative experiences and reactions to Census 

2021, as opposed to their positive feedback, the most frequent 

comment received, by the Census Support Advisors at People Matter 

IW, was that Census 2021 was so cold and impersonal.  

The attempt to take the project online de-personalized it and the face-

to-face, human contact, from previous Censuses, had, in the main, 

been removed completely. Older people, and people with disabilities in 

particular do not appreciate this style of approach at all as they really 

do like to know exactly who they are dealing with and get clear answers 

to their questions, clear instructions and sound advice in person. Locally 

there was a very real danger that, if it was not for our Support Centre, 

the people who got in touch with us could not and would not have 

engaged with Census 2021. 

Rightly or wrongly we publicised the service very widely. Whilst this did 

have the extremely positive effect of letting people who needed us 

know that they could ring us for assistance it also attracted numerous 

other types of calls, from the general public, with a wide range of 

questions, complaints and queries. This was something that we were 

never really expecting, set-up to do or to be dealing with. However, we 

stuck with it and persisted with our efforts on behalf of the Island 

residents. We did get to see the results of our influence and our 

endeavours through an improvised and informal reporting process that 

we suggested then introduced and put in place here on the Island. This 

enabled us to keep an anonymous log of all the various types of 

enquiries that came to us and, at the time it also gave us an audit trail 

as to when everything was passed on from People Matter IW and to 

whom. 

In conclusion: becoming involved in Census 2021, through The Good 

Things Foundation, gave us a very clear focus in a difficult time for 

many. It was absolutely the right thing for People Matter IW to do as an 

organisation that speaks up for and advocates on behalf of the people 

of the Isle of Wight and the staff involved did so positively and 

cheerfully.  

Operating a Census Support Centre, for Census 2021, positively 

increased our profile within the local community and we received 

nothing but praise for our efforts on behalf of residents who could not 
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navigate the system for themselves. This, of course, sits perfectly with 

our ethos. Throughout the exercise we did our very best both for the 

Census itself and, just as importantly, for those local residents who 

contacted us and made use of the responsive, quality service we 

offered. We are very pleased to have been a small but definitely highly 

effective part of Census 2021. 

Graham Drudge, Membership, Quality and Communications 

Officer 

 

 

 

 

 

Thank you for reading our 2021 Executive Report 

and for your continued support. 

 
The People Matter IW team and Directors. 

 


























































