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•  Citizens Advice is the largest advice charity in Northern Ireland working 

against poverty. In 2015-16, our offices handled 327,140 enquiries 
from 98,144 clients by email, phone and face to face. In addition, 
Northern Ireland users accessed over 1 million items from our online 
self-help website. 

 
•  The service is delivered through an unrivalled network of 29 local 

offices and 100 other outlets.  
 
•  The increasingly complex nature of work undertaken reflects the 

effects of welfare changes, squeezing of household budgets and 
reductions in working hours on our clients in the current economic 
situation.  

 
•  Citizens Advice works in partnership with a number of statutory, 

voluntary and community bodies on a range of programmes and 
projects. Some of our major partnerships include:  

 
o  Citizens Advice Law Centre Advice Services Consortium  

o  Money Advice Service (MAS): Debt Advice Service  

o  Department of Work Pensions: Pension Wise  

o  HSC Board Intensive Family Support Service for vulnerable 
families  

o  The Welfare Reform Advice Services Consortium: Made up of 
Citizens Advice, Advice NI and the Law Centre NI, has been set 
up to provide help and support to anyone affected by changes 
to the welfare system. 

 
These are in addition to a range of local initiatives undertaken by our 
local offices. 

 
•  Citizens Advice Northern Ireland has formal links to Citizens Advice in 

England and Wales and with Citizens Advice Scotland (CAS). Together 
we constitute the largest advice network in Europe, with over 60 years’ 
experience of providing advice and information to the public.  

 



•  Citizens Advice also works in partnership with the Citizens Information 
Board in the Republic of Ireland to provide cross border advice and 
information.  

 
•  The Citizens Advice network is tuned to targeting social need with 

regional spread, a fully integrated IT infrastructure and skilled staff 
and volunteers. We provide an efficient and cost effective channel for 
the delivery of information and advice to the most socially vulnerable 
people in Northern Ireland.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Response 
 
Introduction 
Citizens Advice welcomes the opportunity to respond to the Care Register 
Review.  We very much welcome the intention to improve uptake and 
awareness of the care registers.   
 
During the process of advice giving advisers in local Citizens Advice offices 
will identify clients who may be able to benefit from being on a care register 
and inform them about the registers.  However, our advisers report a general 
lack of awareness of their existence and the help which can be provided 
through being on a register.  We do see a greater awareness of the NIE 
Critical Register and less about the NIW Customer Care Register.   
 
We welcome the intention to prioritise the issue of Care Registers as they can 
help some of the most vulnerable consumers.  However, there is an issue 
about the level of help available through the registers.  In particular the NIE 
Critical Care Register which is cited as being information only.  It is the view 
of Citizens Advice that people may not wish to sign up to the Register as they 
may not see any real benefit other than being kept up to date.  If there are 
additional benefits in terms of critical care register customers being given 
priority when service is restored then this should be communicated more 
clearly to customers.  It may be difficult to prioritise this in urban areas but 
may be more easily achieved in rural areas.  We would see this as a potential 
advantage to being on the register and may encourage more people to sign 
up to it.  We understand that this is not part of this current consultation but it 
does warrant a mention here. 
  
1. Services offered by electricity and water companies will continue to 
recognise the different levels of service required by customers with 
various different needs. 
 
Citizens Advice continues to advocate that all service providers should 
recognise the different levels of service required by customers with various 
different needs.  This is the only way to ensure that services are open and 
accessible to all and that the rights of those who are vulnerable are 
protected. 



2. As proposed by UKRN in GB, NIE Networks and NIW should adopt a 
common naming convention for their care registers and use consistent 
and accessible language when referring to their care registers. 
 
Advisers in local Citizens Advice offices see people every day who are 
confused by the existing benefits and welfare systems.  The process of 
welfare reform has added to the complexity of the systems and the 
confusion among some claimants.  A large part of the work of advisers in 
local Citizens Advice offices involves explaining these complex systems to 
clients in a way that is accessible to them. 
 
We would therefore agree that NIE Networks and NIW should adopt a 
common naming convention for their care registers and use consistent and 
accessible language.  It is important that any barriers to accessing the help 
available are removed.  Having a common naming convention would help to 
avoid confusion particularly for older people and those who are more 
vulnerable.  It is our experience that people do not care where the help 
comes from or what it is called, they just simply need to know about it and 
how to access it in simple terms.   
 
3. NIE Networks and NIW should work together to ensure that a 
customer who is eligible to join the NIE Networks care register is 
automatically included on the NIW care register. This will ensure that 
the most vulnerable customers can avail of a comprehensive service 
particularly during a major incident.  
 
Citizens Advice cannot see any reason why someone who is currently on the 
NIE Networks care register should not also be on the NIW care register 
subject to data protection considerations.  We fully support the proposal that 
NIE Networks and NIW should work together on this issue.   
 
4. NIW need to create a sub-set to their current care register. This sub-
set is to consist of customers who are currently included on, or are 
eligible to be included on, the NIE Networks care register. This customer 
sub-set will help in targeting services during a major incident. 
 
We believe this is an efficient way of targeting vulnerable customers.  As 
previously mentioned we cannot see any reason why someone who is 



currently on the NIE Networks care register should not also be on the NIW 
care register.   
 
5. NIE Networks and NIW should work together to improve promotion 
and awareness of their care registers e.g. a common bi-annual 
vulnerable customer forum. 
 
We fully support partnership working on this issue.  Any work that can be 
done to improve promotion and awareness of the care registers is to be 
welcomed.  It would also be efficient use of resources for the two 
organisations to work together on this issue and avoid duplication in terms 
of time and money.  
 
6. NIE Networks and NIW should work together to continue to improve 
relationships within community and voluntary organisations, advice 
giving agencies and other stakeholders who promote care registers 
including specifically health bodies. 
 
Citizens Advice fully supports improving relationships with community and 
voluntary organisations and other stakeholders.  Working in partnership 
allows the message to get out more easily and widely to those who can avail 
of the registers.  We particularly welcome partnership working with health 
bodies on this issue.  It is clear that they have information which could 
enable better targeting of those customers who may benefit from being on 
the registers. 
 
It may also be beneficial in terms of uptake to work with the Department for 
Communities (DfC).  This may allow specific targeting of customers, for 
example, promotional literature/information could be supplied to all those in 
receipt of a pension, sickness or disability benefit or to anyone who may be 
entitled to a cold weather payment.   
 
 
 
 
 
 
 



7. NIE Networks and NIW should proactively explore ways in which data 
can be shared between the two companies, within data protection 
regulations, and for the benefit of vulnerable customers. For example, a 
data sharing agreement between NIE Networks and NIW; seeking 
express and informed consent from customers for their information to 
be shared between the two companies. 
 
As previously stated we cannot see any reason why someone who is 
currently on the NIE Networks care register should not also be on the NIW 
care register subject to data protection considerations.  It will be necessary 
therefore to have some kind of data sharing agreement for customers to 
complete.  We would stress that this needs to be presented to customers as 
simply as possible to ensure that they understand it.  Many people have 
concerns about the safety of their personal information and it is important 
that this is communicated to them as simply and clearly as possible so that it 
does not deter them from giving their consent. 
 
8. The UR should continue to engage with UKRN and will monitor 
progress. 
 
Citizens Advice agrees that the UR should continue to engage with UKRN.  It 
is useful to learn from the experiences of others in terms of both positive 
and negative outcomes. 
 
9. UR should set up an annual industry forum for care registers; the 
purpose of which would be to continue to engage with industry and 
stakeholders in regards to the monitoring progress on promotion, 
awareness, data sharing, and collaboration. In particular an industry 
forum should report the number of customers registered by each of the 
companies. 
 
We would welcome this in terms of monitoring progress.  An industry forum 
would help to highlight this issue publicly so that questions can be asked and 
answered by those close to the registers.  The ability to provide statistics and 
detail on work carried out in relation to promotion, awareness, data sharing 
and collaboration is important and such a forum would enable discussions 
around these key topics and the sharing of information and ideas.  Providing 
annual reports of the numbers of customers registered by each of the 



companies at an annual industry forum would allow some kind of measure 
of the success or otherwise of activities carried out during the year. 
 
10. UR should produce and distribute a promotional leaflet (similar to 
that produced by UKRN) on the various services available. 
 
Citizens Advice would welcome this.  Following on from our previous answers 
it would be beneficial if a common naming convention was used in this 
leaflet and also that it used consistent and accessible language.  This would 
ensure that this leaflet is useful in targeting those who most need this help. 
 
With the advent of modern technology and social media we find that a large 
amount of promotion of services is done electronically.  This is to be 
welcomed for those who have access to technology and the internet and the 
skills to use them effectively.  However we find that many of our clients do 
not have these skills or the necessary equipment to enable effective 
targeting in this way.  We would therefore particularly welcome a paper 
leaflet which could be distributed to our local offices for our advisers to give 
to clients when a need for this service may be identified.   
 
This leaflet should be distributed to all relevant suppliers who have contact 
with customers so that it is circulated as widely as possible. 
 
The availability of this leaflet in publicly accessible venues would also be 
welcomed, for example, GP surgeries, dentist waiting rooms, hospital waiting 
rooms, public libraries, community venues, etc. 
 
 
 
For further Information please contact: 

Siobhán Harding 
Information & Policy Officer 
Citizens Advice Northern Ireland 
46 Donegall Pass 
Belfast  
BT7 1BS 
 
Email:  siobhan.harding@citizensadvice.co.uk 


