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Penny Hamilton, the new Chair of Trustees
I was delighted when Clive Tulloch asked me whether I
would consider becoming Chair of Tax Volunteers,
although I knew that he would be a hard act to follow.
Duly elected, I chaired my first Board meeting on 15th
May when the first item on the agenda was to propose
a formal vote of thanks to Clive and to present him with
a gift from the Trustees and CEO to mark our
appreciation . Clive will be staying on in the new role of
Deputy Chair and I shall welcome his continued counsel
and support.
L-r: Marian Drew,
John Whitehead,
Sam Mithra, Clive
Tulloch, Penny
Hamilton, Craig
Muir, Gary Millner

Now that I am “in post” I thought that you might like to
know something about me.
First, a little professional history. My career in tax has
been long and varied. I fell into being a tax adviser
almost by accident. After a short period in practice as a

common law barrister, I joined what was then HM
Customs and Excise Solicitor’s Office, intending to
prosecute drug smugglers and duty evaders. I then
moved across to the VAT Appeals team, where began
my career as an indirect tax specialist. In 1986 I left to
join what was then Deloitte, Haskins & Sells and was
part of their last partner intake. I survived two mergers
and three changes of firm name until, in 2000, I left
what had become PwC to return to practice as a
barrister at Pump Court Tax Chambers, still specialising
in VAT and duties (and, if that were not exciting
enough, landfill tax and aggregates levy!). In 2002 I was
the second woman, and the first indirect tax
practitioner, to be President of CIOT.
So what do I hope to bring to Tax Help? Certainly not
my technical skills! My background makes me
supremely unqualified to answer even the simplest
client query and so I am very happy to leave that to our
excellent staff and volunteers.
Nor do I wish to be involved in the day to day
operations. These are best left in the capable hands of
Gary and, from November, Valerie and the
management team, although I shall be there for them
as and when needed. I shall have my governance
duties, which I take very seriously, but I also want to be
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Chair of Trustees (ctd.)
a resource for the Charity: by using my profile and
contacts in the tax world to spread the word about
what we do, by helping raise funds either directly or
through Bridge the Gap (I have been an Ambassador
for some time) and by doing whatever else I can to
support and secure the future of the great work we do.
I should also like to find a way for there to be more
contact with, and between, volunteers but that is work
in progress. All suggestions will be gratefully received.
My first task will be to spend some more time at
Bridport and, I hope, with some of the volunteers,

getting to know you better and finding out as much as I
can about what we do and how we do it. I am looking
forward to it.

Penny Hamilton
Chair Trustees

What we do with your CARs (Client Advice Records)
We have recently been having a challenging time
chasing up a small number of CARs from volunteers
after face to face appointments with clients. We
therefore thought it would be a good time to explain
why these forms are so important to the smooth
running of our service and help us to provide
ongoing support to clients who often return to us for
help again and again on a variety of tax matters.
After a face to face appointment, whilst the
information is still fresh in your mind, we ask that
you complete a CAR with as much detail as possible
of the information the client provided you with and
the advice you gave in return, along with any Fast
Track requirements and whether further action from
HQ is needed. The latest we need to receive your
CAR is up to 30 days after receiving the form. As
soon as you send your completed CAR in, Lynne at
HQ logs these onto the client’s electronic record, all
CARs are then checked and, if there are any follow
up actions identified, these are picked up by the tax
team.

that we lack up to date information and usually
cannot provide an answer for the client straight
away. We then have to try and reach the volunteer
to get the information needed and these delays and
the lack of up to date knowledge at HQ can cause
additional anxiety to clients who may already be
vulnerable and worried about their tax situation.
We’d therefore like to make a plea that you continue
to get your CARS in to us as soon as possible after
your meeting with a client, and if you have any
difficulties with this for any reason, that you let us
know as soon as possible. We’d also like to ask that
if you are taking a break from volunteering for
holiday or other purposes, that you try and get all of
your outstanding CARs submitted beforehand
please.
Thank you for your understanding on this point. We
know that administration is rarely the ‘fun’ part of
volunteering, but for our clients it is a vital way to
ensure we can continue providing the best possible
support to them when they need it most.

When we hear from a client again, as we often do
(particularly when they’ve received a great service!),
we have all of their information and the advice given
in one place so that any adviser can then access and
quickly get to grips with the situation. That way we
can again promptly help the client with any current
difficulties or questions they may have.
Where we run into difficulties is often down to
missing CARs from the client’s record which means

Katy Graham
Project Manager
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Satisfaction Surveys
As you may recall, at Tax Help we conduct
an annual survey of our clients to check
that our service is meeting their needs to
the highest standard and to learn if there is
room for improvement in the way we do
things here. Last year’s survey found a 99%
satisfaction level and we would like to
thank you all for your care and attention
with our clients, which forms part of that
package of support they receive.
We now keep the client survey running all
year round to gather as much ongoing
feedback as possible. If you would like to
leave a copy of the survey with a client after
a face to face appointment, you can find
them on the intranet here:

http://www.taxvol.org.uk/download/
downloads/admin/Client-survey-2019.pdf
or we can send you paper copies in the post
if preferred.

Now it’s your turn!

a new
volunteer survey will soon be coming out
to all volunteers in a separate email and
we would be very grateful if you could
take the time to complete and return it
to us by the date specified. This survey
will provide us with vital information on
your level of satisfaction as a volunteer
for Tax Help, how we can improve our
support to you in your role, and to
update the information we have on you
for our records as we prepare to move to
a new database.

Goodbye, Thank You and Good Luck!
This will be my last Newsletter as I shall be retiring at the end of September.
I’ve had many jobs in the last 49 years, mostly in admin with a small flurry into soft furnishings and
academia, but I can honestly say that, other than being a mum, the five years I have spent working in
Tax Help have definitely been the most rewarding of any.
The level of care and involvement both from the advisers here at headquarters and the volunteers
around the country is, I think, second to none. I would like to thank all of you for your kindness and
support over the years, especially with the extra activities, such as attending events;
distributing leaflets; and training new volunteers; which many of you help with.
Without this help, we would not be able to reach half the clients we do.
So, goodbye, thank you and good luck,
Maxine x

2019/20 Volunteer Tax Guide
The latest copy of the Volunteer Tax Guide is now available. Due to
changes at HQ and the subsequent delay in getting this out to you, we
will not be getting this formally printed at this time, but it is available to
download from our website.
If you would prefer a paper copy please contact us and we will print one
off for you.
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The tax charities’ understanding of the difficulties faced by
vulnerable taxpayers recognised
In the tax press at the end of July, you may have picked up
on the publication, by the Treasury Sub Committee of the
report, ‘Disputing Tax’ and the reference in it to vulnerable
taxpayers when in dispute with HMRC. The report draws
attention to the ‘stress and anxiety that disputes with
HMRC can cause a vulnerable taxpayer’ [i] Furthermore it
specifically recommends that ‘HMRC reports on how it has
reflected on insights of groups such as the Low Income Tax
Reform Group, the tax charities and other advice bodies to
gain a full insight into the difficulties faced by taxpayers
who cannot afford to pay for advice.’[ii]

however the service the charities provide is designed
specifically to meet the needs of the most vulnerable. The
ability of the tax charities to engage with taxpayers when
they are bewildered by the tax dispute process or anxious
about ultimate tax liabilities is invaluable.

As a consequence throughout August, we have had
increased interaction with HMRC and they have been
willing to listen to how the tax charities identify and
support taxpayers who cannot afford to pay for advice, what
specific characteristics identify taxpayers who need more
support and what the tax charities are able to do to
overcome these difficulties. Since the formation of HMRCs
Needs Extra Support service, HMRC have been developing
their provision of extra support for taxpayers who need it,

[1]

This independent advice and support facilitates the
resolution of tax disputes in way which is not easily
replicated. The increased dialogue with HMRC is welcome
as we approach the autumn and the next funding bid.

2

Disputing Tax, Treasury Sub-Committee
Disputing Tax, Treasury Sub-Committee

Valerie Boggs
Advice Director

Last year our Easyfundraising donations amounted to over £72. If you would like to
help support us, without any cost to yourself, please consider signing up - details of
how to do this are shown below:

Go to easyfundraising.org.uk and sign up for free.
1.

Once you have your account, you can choose which good cause you want to support. Every time you shop
online, head to easyfundraising first. They have over 3,000 retailers on board, so simply pick the
one you want to visit and start shopping.

2.

Now the next and best thing, after you've checked out, the retailer will make a free donation to your good
cause and it won't cost you a penny extra! All you need to do is remember to go back to
easyfundraising before you shop to keep collecting donations.

Thank you
Contacting HMRC (NB: New Fast Track Number)
You can use our dedicated line to talk with trained HMRC
officers
Fast Track Helpline 0300 322 9139
Opening times 9.00 to 4.30 (Thursday morning 10.45 to 11.15 closed
for team meeting)

Contacting Head Office
Gary Millner (CEO)
Gary.Millner@taxvol.org.uk
Valerie Boggs (Advice Director)
valerie.boggs@taxvol.org.uk

Finance and Administration

You must have the Fast Track Consent Form signed by the client before calling.

Marina Lee
Shila Wheeler

Send the consent for m , or a scanned copy, to Head Office.
The form can be downloaded from the Members’ Area of our website
www.taxvol.org.uk
When calling Fast Track, have your PIN number ready, along with
your client’s full name, address, D.O.B. and NINO.

Debbie Wedge
Lynne Kitton (CARs)

Visit the Tax Help Website - www.taxvol.org.uk
To access the volunteer area click on “Members’ Area” on the
home page. You will be asked for a username which is your name and
a password which is your PIN number. All lowercase without gaps.
Don’t forget the prefix ‘top’ before your PIN number.

For example, username joebloggs and PIN top1234

01308 487004
01308 487002
01308 487007
Lynne.Kitton@taxvol.org.uk

Advice Management Team
Donna McKenney
(Casework Manager)
Julie Hitt
(Helpline Manager)
Katy Graham
(Project Manager)

01308 488642
01308 488690
01308 488244

