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Chair’s Introduction

When | was appointed Chair of Citizens Advice | was delighted to be getting involved in a service
that transforms the lives of so many people

Over the last year I've had the privilege to visit Citizens Advice services all over the country to see
for myself the fantastic work being done by volunteers and staff both locally and natronally I'm
struck by their commitment and passion and I'm full of admiration for their professionalism and
expertise

It's clear to me that Citizens Advice I1s a unique organisation, which nghtly holds a special place in
our society We offer people the advice they need to solve their problems on an incredibly diverse
range of iIssues We make It easy to access this advice, through thousands of outreaches in local
communities, such as libranes, supermarkets, GP surgeries, prisons and, increasingly, online and
over the phone

As Charr of our Equality Committee, I've been pleased to see real commitment across the service
to making sure that promoting equality and tackling discnmination on behalf of clients i1s at the
heart of our advice and policy work I've been impressed by the passion and quality of research
behind initiatives such as our ‘Talk about abuse’ campaign, which i1s helping to break the silence
around domestic abuse

We take our responsibilities very serously At a time of reduced public spending and growing
public concerns over the management of charities, we need to demonstrate how the money we
recelve translates into life-changing outcomes for our clients Our impact report uses a Treasury
approved model to demonstrate how we save government at least £361 million a year, through the
benefits that our advice brings to people’s financial, physical and mental health I'm pleased that
we've also been able to develop similar tools for local Citizens Advice so they can communicate
their impact and financial value to their local funders.

Looking forward, while nothing will change overnight, the EU referendum result 1s ikely to have
implications for our service and our clients The role of Citizens Advice as a neutral independent
provider of advice will be more important than ever We will continue to work with government to
make sure that the voices of our clients, consumers, withesses and the service are heard

Sir David Varney
Chair of Trustees |
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Overview by the Chief Executive

This year started with the launch of our ‘One service’ strategy, a five-year plan for how Citizens
Advice will work together to help more people and be more influential It ended with Citizens
Advice being awarded Charity of the Year 2015, a well-deserved public recognition of the hard
work of volunteers and staff across the network and the incredible impact we have on the lives of
people across England and Wales

In 2015/16 Citizens Advice helped 2 7 million people find a way forward, supporting them with 6 2
million issues Just under 2 million of those people were helped by the high quality advice provided
by local Citizens Advice face to face, over the phone and via email and webchat In addition over
half a million people were supported through our excellent consumer helpline.

Peopie can get advice from us online too Our website pages had 36 million visits in 2015/17

I'm delighted that Citizens Advice was able to help even more people this year, after taking on the
delivery of Pension Wise and the Witness Service We've supported 180,000 witness In 276 courts
across England and Wales 1 in 4 of the 32,000 people who came to us for pensions guidance
went on to receive support from their local Cihizens Advice on Issues such as managing money,
benefits and debt.

Our core funding 1s under real pressure and despite the challenging financial environment, we
have been able to iIncrease grant funding to local Citizens Advice by almost 50% - to £44 2 million
this year. Not only does this allow us to help more people than ever before, it means that we have
more evidence that we can use to improve the policies and practices causing our clients problems.

We continue to share our unique frontline evidence with government, regulators and industry so
that we can work together to find solutions to 1ssues people are facing across a range of policy
areas These Include access to justice, access to money and debt advice, making Universal Credit
work for people and protecting people from domestic abuse We continue to champion consumers,
for example, by achieving a crackdown on misleading broadband adverts and a safeguard tanff for
prepayment energy meter users

Citizens Advice changes people’s lives for the better As the country faces an uncertain future, we
have a significant role to play to support people through the social, political and economic
challenges ahead As a service we will continue to work together so we can learn from and
support each other This will ensure we are able to help more people, be more influential and
continue to be the very best at what we do

Gillan Guy
Chief Executive
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Trustees’ Report

About Citizens Advice

Citizens Advice 1s a national chanty with 307" Iocal Citizens Advice members who are all individual
chanties in their own nght Together we make up the Citizens Advice service.

Our service 1s here for everyone We are relied on by millions of people from all backgrounds
across England and Wales every year to help solve their problems We support people to develop
the skills they need to help themselves and we use our evidence on the issues that our clents
face to bnng about policy changes that benefit everyone

The Citizens Advice network delivers services from 600 local Citizens Advice premises and over
2,250 courts, community centres, doctor’s surgenes and pnsons across England and Wales

99 7% of people in England and Wales can access a local Citizens Advice within a 30 minute drive
of where they live.

Our organisation is unique and the people who volunteer or work for Citizens Advice are
committed and passtonate about helping people find a way forward More than 8007 staff work for
Citizens Advice nationally and across our network the Citizens Advice service 1s delivered by over
23,000 dedicated volunteers and 6,500 staff

Our vision

Our vision 1s that everyone will be able to access free advice to find a way forward

Our mission

Our chantable mission i1s to provide advice that helps people overcome their problems and come
together to campaign on big 1Issues when their voices need to be heard

Our Objectives
We will

make It easler to get advice

be more influential

work together as one service

be more effective and sustainable
be a stronger equality champion

! As at 31 March 2016
2 Including Witness Service staff from 1 April 2015
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The Citizens Advice service

In 2015/16 our service® helped over 2 7 million people face to face, by phone, email and webchat

e people sought our help with 6 2 million 1ssues

e we provided support in 2,900 |locations across England and Wales

e over 23,000 volunteers are involved with the Citizens Advice service

¢ 1 96 million people were helped with 5 6 millon 1ssues by our local Citizens Advice
network

0.55 million people received advice from our consumer service

we helped almost 180,000 withesses at magistrates and crown courts across
England and Wales

How people access our services 2015/16:

e Face to face 50%
e By phone 44%
e By email or webchat 6%

Top 5 Issues were’

1 Benefit and tax credit 1 8 million
2 Debt 1 Smilhion
3. Consumer 0 95million*
4 Housing 0.44 milhion
5 Employment 0 38mullion

A further 21 7 million people accessed our online digital advice

There were 36 milhion visits to our website The top 5 1ssues people locked for advice on were

Consumer 12 3 million
Benefits & tax credits 11.2 million
Employment 8 0 million
Debt 5 6 million
Relationship and family 5 5 million

3 Statistics relate to delivery of services by both the local Citizens Advice network and the national charity A
breakdown of achievements for activities funded by the national chanty are shown on pages 9-21
4 Includes consumer, financial products and services, utiites and travel
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The impact and value of our service

We help people that need support

Nearly 3 in 4 of our clients said their problem affected therr lives, including causing anxiety and
financial difficulty

Those we help locally are almost five times more likely to be on a low-income than the average
person In England and Wales

We help people find a way forward

e 2 n every 3 clients have their problem resolved

e Whoever you are, whatever your problem and however you access our local service,
we are just as likely to solve your problem

e 78% said they couldn’t have solved their problem without us

We change lives

e 41n 5 clients say we improve their lives, including reducing stress and improving
finances They say this even when problems are not resolved

How we work has additional benefits

e our 23,000 volunteers gave an estimated £114 million worth of time
e we are an integral part of every local community
e 90% of our clients were satisfied with our service

This has a value for society

e £361 million (at least), saved by the government and public services
e over £1 9 billion in estimated total social and economic value to society
e £11 benefit to our clients for every £1 spent on Citizens Advice

We are committed to understanding and demonstrating our impact’

The way we try to understand and demonstrate our impact was recognised as an example of best
practice in the 2015 Charity Times Awards We think this work 1s important because credible
evidence and insight helps us to

e 1mprove our services and ensure that they meet people’s needs
¢ make effective decisions about how to best use our limited resources
e show the difference we make to individuals and society

S Finding a way forward a snapshot of Citizens Advice’s impact in 2015/16 has the full story
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Our one service strategy

We launched our one service strategy in April 2015 which sets out our agreed priorities for
2015/16 We will

1. Make it easier to get advice

In 2015/16 we.

improved our money advice

expanded our webchat and email service

provided guidance to people about their pensions through Pension Wise

delivered practical information and support to witnesses to help them give evidence
in court through the Witness Service

2. Be more influential

In 2015/16 we

provided evidence and insight to the new government

strengthened consumer representation in energy and postal markets
improved how we collect local and national insight and evidence

changed policy and practice through our focused research and campaigns

3. Work together as One Service

In 2015/16 we

developed how we support our members (over 300 local Citizens Advice)
worked as one service to design and deliver mproved services
supported local income generation

strengthened peer to peer support across the Citizens Advice network

4. Be more effective and sustainable
In 2015/16 we
e dversified our funding sources
e replaced our old technology infrastructure with cloud based services
e Increased the levels of funding we give to local Citizens Advice
e strengthened our value for money through operational efficiencies

5. Be a stronger equality champion
In 2015/16 we
e worked to change policy and practice around equahty and discnmination through our
focused campaigns and research
s worked to improve identification of gender violence and abuse
e worked to improve access to services for Deaf people through our Bntish Sign
Language project
e developed partnerships and improved our capacity to fight discrimination
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1. We will make it easier to get advice

We help people to manage their money

In 2015 /2016:

o we helped 353,100 people with 1.6 million debt problems
we helped 168,500 people with other money management issues
local Citizens Advice delivered 107,378 face to face debt advice sessions
the average amount of debt per chent wntten off was - £13,900
the average benefit ncome gain per client was £6,200
we were able to reschedule on average £5,000 of debt per client

We wanted to relieve pressure on frontline services so we commissioned additional telephone
capacity and expanded a specialist debt webchat service

Delivering Services

We continued to develop our Integrated Money Advice model to ensure every client with
problem debt 1s offered financial skills coaching

We introduced Digital Money Coaches - volunteers who work with our clients to improve digital
and financial skills

We successfully negotiated an increase in Money Advice Service funding to £23.9 million and
extended our support to fronthne advisers to offer specialist casework and support with Debt Relief
Order applications

Working with Partners

We increased membership of the Financial Capability Forum to over 1,500 organisations who
exchange ideas and share resources to improve financial capability outcomes for clients.

We held 3 regional Money Conferences to bring together debt and money advisors from across
the network to share best practice, sector developments and learn about our money advice
strategy.

Launching new tools and resources

The Common Initial assessment tool standardises our inthial approach to debt advice whilst also
reserving face to face sessions for those most in need

The Money Advice Recording Tool captures valuable data about debt trends and financial
capability needs and helps advisers produce high quality financial statements to ensure good
advice and outcomes for clients in debt
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A better deal for consumers

e After contacting the Citizens Advice consumer helpline, 1 in every 2 clients
have their problem solved
Citizens Advice 1s the UK's leading consumer champion Together with Cihizens Advice Scotland,
we use our unique position as advice providers within local communities to get better outcomes for
consumers. We gather evidence to inform our policy and enforcement work We base our strategic
Interventions on the experiences and views of our clients to ensure that equality, accessibility and
protection are embedded throughout consumer markets.

In 2015/16 we distnbuted £4 1 million in grants to local Citizens Advice to provide advice and
support for consumers affected by nsing energy prices, which helped more than 260,000
consumers.

Our consumer service:

e answered over 855,000 contacts via telephone and email

e adwvised on almost 561,000 individual consumer Issues

o referred almost 174,000 contacts to partners for potential intelligence led
enforcement or client support
91% of people said they would use our service again
82% of consumer Service partners (e g Trading Standards) said they were satisfied
or very satisfied with Citizens Advice as a delivery partner

e our consumer service saved clients over £151 million in 2015/16
Local Citizens Advice dealt with 501,000 consumer i1ssues®

Our evidence and analysis places us at the heart of consumer policy making We work to fix the
underlying causes of the problems people face through

Enforcement - we are involved in enforcement, we analyse trends and refer cases to relevant
authonties when we believe consumers have been treated unfairly.

Partnerships - we actively contribute to Consumer Protection Partnerships

Statutory - we are the statutory watchdog in energy and postal markets, we publish research on
consumer detriment, analyse company performance and represent consumers in key negotiations

Consumer education - we deliver initiatives to educate consumers including, Energy Best Deal,
National Consumer Week and we developed consumer education resources on leaflets about
smart meters and rural energy issues

"l telephoned the consumer service advice line and was gurded through the process for breach of
terms and conditions of contract and the template letter provided on the website assisted me in my
dispute with the insurers The insurance provider has since agreed to cover all costs

Without Citizens Advice and the consumer advice hne | would not have known where to turn or

what todo.” -Mana

® This figure excludes Pension Wise
10
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Witness Service

¢ In 2015/16, the Witness Service has helped almost 180,000 witnesses at
magistrates and crown courts across England and Wales.

On 1 Apnl 2015, Cihizens Advice took over responsibility for the Witness Service. The service 1s
run by 275 staff and 2,700 volunteers who have done an excellent job in delivering support to
witnesses to help them give evidence to the best of their ability They have provided practical
infoermation about local court processes and also offer emotional support and a safe waiting space
to ensure people feel valued and respected

Giving evidence can be a difficult and emotional expenence for any individual, especially those
that have been victim to the cnme who may have to come face-to-face with the perpetrator in
court Our Witness Service Is free, confidential and impartial It i1s offered equally to both
prosecution and defence withesses

e 94% of witnesses said they were ‘satisfied’ or ‘very satisfied’ with the service
¢ 96% of witnesses said that our service met their needs

Witness expenence feedback shows that we make a real difference

e 94% said they felt more informed about the court process

e 82% saud they felt less anxious and distressed and better able to cope with giving
evidence

e 83% told us they would feel confident to give evidence agan

Our first year of delivering the Witness Service hasn't just been about providing a quality service,
Citizens Advice has also been committed to expanding the offer we make to witnesses We have
therefore been implementing a programme of service changes and improvements which were
launched in April 2016

“The Witness Service was brilhant and took really good care of me It’s a daunting experience
being the only witness in a tnal involving the abuse of a loved one ”

“l love working with the other volunteers, the court ushers, my boss, everyone After my
expenence, I'm really pleased to be able to give something back”

Nick, who following his experience as a witness, now volunteers for the Witness Service

11
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Pension Wise

e In its first year Citizens Advice delivered over 32,000 face to face guidance
sessions

Pensions policy changed in Apnl 2015, giving people more choice about how they can access
their pension pot

Citizens Advice, with its extensive network and expenence of helping people navigate complex
iIssues, was chosen by Government to provide the face to face element of the guidance service,
Pension Wise

While 50 local Citizens Advice are designated delivery centres for Pension Wise, the whole local
Citizens Advice network has worked together to make the service a success People aged 50 and
over, with a defined contrnibution pension can get a Pension Wise face to face guidance session
from over 500 locations across England and Wales.

¢ 1.1n 4 people visiting Pension Wise also asked for help from Citizens Advice on debt,
benefits or tax

e 96% of clients tell us they are either ‘defighted’ or ‘very pleased’ after their session

“After our Pension Wise session, my partner and | felt the weight Iift off our shoulders Now we
know what our next steps are for our pension and our retirement.”

Gary, West Oxfordshire

How we help our clients in Wales
e In 2015/16 local Citizens Advice in Wales helped 126,000 clients

Although all of our services are delivered across England and Wales we have a dedicated team in
Wales They work with all Citizens Advice colleagues to ensure services and policies are
appropnate for the devolved settlement in Wales and to manage Wales specific projects The
team

e maintain strong relationships and partnerships with key people and organisations in
Wales

e provide influential insight and evidence to Welsh Government and policy makers on
Issues facing people in Wales

e use our unique understanding of these 1ssues and the strength of the network to win
and manage Wales specific grants and funding

Policy influence

Our work to increase protection for tenants has resuited in mandatory registration and licensing of
prnivate landlords and letting agents in Wales

12
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Welsh Government funded advice and financial capability in Communities First areas
e delivered advice to 16,474 clients

e recorded confirned income gains of over £7 million
e managed or wrote off personal debts of £10 5 milhon

Better Advice Better Lives continued to:
¢ deliver advice services to 18,637 people on over 46,000 advice issues

e achieve a client satisfaction rate of 96%
e generated confirmed gains of £20 8 million

Money Advice Service Cymru delivered:

e 5,594 face to face Money Advice sessions

Welsh Government funded frontline advice delivered:
e specialist benefit, debt, housing and discnmination advice services to 7,510 people

e recorded confirmed iIncomes gains of over £4 9 miilion
e wrote off personal debts of over £2 7 million

“Your service was excellent and you were empathetic, kind and understanding | am extremely
grateful”

Feedback from Better Advice Better Lives client

13
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2. We will be more influential

Citizens Advice uses the evidence and experiences of our clients, to improve public policy and

secure better outcomes for people

We conduct research, work directly with decision-makers and influence through the media and our
campaigns to tackle the problems in pohicy and practice to improve the hives of our clients By
gathernng inteligence from clients and fronthne advisers and using our real-time data we are able
to identify problems and spot national trends as they emerge.

We challenge unfair practice We provide evidence to government and regulators We respond to
consultations and work with other organisations to achieve positive change for our clients

In 2015/16 we achieved the following:

Benefits

We persuaded the Department of Work and
Pensions to ensure that people get 6 months’
notice before their support 1s changed, and to
boost the Discretionary Housing Payment and
the flexible jobs fund.

Renters rights

Our campaign for better nghts for renters
influenced the Housing Bill and a new banned
list for rogue landlords and fines of up to
£30,000 for private landlords were introduced

Tax credits

OQur evidence helped persuade the Treasury to
cancel planned tax credit cuts, helping
hundreds of thousands of households.

Mobile phones
The government responded to our research on

stolen mobile phone bills by capping the amount

consumers can be held hable for at £100

Enforcement

Our evidence played a key role in Ofgem
enforcement cases, leading to major fines for
companies and milhons of pounds of
compensation for thousands of people

Misleading broadband

Our research led the Advertising Standards
Authonty to crack down on misleading
broadband adverts

Prepay meters

Our ‘Farr play for prepay’ campaign resulted in a
safeguard tanff for prepayment energy meter
users

Domestic Abuse

Our ‘Talk about abuse’ campaign reached
hundreds of thousands of people, helping to
break the silence around domestic abuse

Scams
Our ‘Scams awareness month' campaign lead
to a 15% increase In reports to Action Fraud.

Voter registration

Our ‘No vote, no voice, no power’ voter
registration dnive led to thousands of people
being included on the electoral register

14
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3. We will work together as one service

Our ‘One service strategy’ sets out how the whole Citizens Advice service will work together to
help our chents in the ways that they need and expect

By 2020 people who use our services should expect to.

+ be able to move easily between phone, face to face and digital services without
needing to explain therr 1Issue each time

e get through on the phone quickly |

o get tallored help that meets their needs

o feel that Citizens Advice 1s for them, whoever they are

How we are changing the service to help more people

We are providing more help to local Citizens Advice so that they can improve service delivery and
help more people by

e working together to continue to develop telephone services

e 1mproving our online digital advice services {0 make them easier to use

e providing advice through webchat and email to give people more choice about how
they get advice

e increasing the range of specialist advice services by securing additional funding

To continue to meet the changing needs of our clients, we need to provide the nght support for
local Citizens Advice We have worked with our members to get this nght Together, we are
developing a new membership package which will

be more flexible at a local level

give local Citizens Advice more input on national priorities

streamline processes for local Citizens Advice

provide more robust, competitive data for funders

ensure that services to clients across face to face and other channels are protected,
enhanced and trusted

Our support for local Citizens Advice

We supported the local Citizens Advice network to provide more advice and be sustainable In
2015/16 we

e channelled £44 2 million to the network (up from £30 3 million In 2014/15)
o helped the local service to win £19 2 million of funding (up from £15.3 million In
2014/15)
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We have also invested additional funds during 2015/16 to improve our support for local Citizens
Advice In

expert advice

quality assurance

bidding support

operations support

phone, email and webchat delivery

Expert advice

“We continue to deliver high quality accredited housing advice as result of our partnership with the
Expert Advice Team (EAT). For example, in a complex case where eligibilty critenia had to be
proven, they helped us secure temporary accommodation for someone who was street homeless
and suffenng from a very serious iliness.”

Michael Foley, Session Supervisor Citizens Advice Hackney

Bidding support

“The feedback we have recerved from commissioners was that our tender stood out as far superior
to the others and we scored highly across all categonies. The level of service and quaity of writing
was excellent. | have used numerous bid writing consuftants for other bids and not found any
service that comes up to this standard It was particularly useful for me as | am new to the Citizens
Advice service and the support | received has given me confidence fo apply for other funding ”

Citizens Advice Blackpool, May 2015.

“l can’t thank the bid team enough for the high level and proactive support for our core funding
application and for the depth of work QOur bid was successful which has given our local Citizens
Advice secunty for the next three and possibly five years”

Citizens Advice Waltham Forest, November 2015

Campaigns
I'd never done campaigning before so having matenal on the website and people at the other end
of the phone is helpful.

Rather than reinvent the wheel myself, it 1s good to find someone who has already been through it
It is good to know that you are not on your own

I got a lot of support for our energy saving campaign and through ‘research and campaigns
connect’ | was able to get in touch with people in other areas to share ideas It was good to hear
what other people were doing

Nicky Rees, Digital Advice Supervisor, Citizens Advice Peterborough

16
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Shared service delivery

‘Here in Gateshead we recognise that not everyone can access the centre dunng our opening
hours Our email service which promises a response in 72 hours means clents can email us at
their leisure (perhaps during the evening after work) and they can read our response in the same
way Email advice enables us to provide self-help information, signpost and arrange appointments
with chents where it is necessary

Webchat 1s a service to which we aspire — real time advice with a trained advisor - our early
experiences of webchat through the Better Financial Health pilot proved popular with those clients
who accessed it We hope that webchat will be used more often in the future to deliver our
services '

Alison Dunn, Chief Executive Officer, Citizens Advice Gateshead

“The introduction of web chat and email has really broadened access lo the service. We are
geiting enquiries from people who have never visited a Citizens Advice office for face to face
advice because of where they live, or their working hours. There is a broader range of issues
being raised, particularly around employment problems. Web chat and email are discrete, people
contact us from work, or while on the move, they can’t be overheard and because the service is
working together, there is always an adviser available to give a quick response It's a service that
fits in with chents busy hves.”

Simon Ellington, Director, Citizens Advice Caerphilly & Blaenau Gwent

17
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4. We will be more sustainable and effective

To help achieve the goals set out In our ambitious ‘One service’ strategy, we continually review
processes and improve the ngour with which we take decisions, manage risk, report on progress
and track the benefits of our work

Performance and quality

We invested in measunng performance and the quality of services We worked with local Citizens
Advice to develop new ways of working that enable the whole service to get more ‘real time’
information about the quality of services delivered to our clients and to support continuous
improvement

Technology and systems

We continued to implement our 3 year technology strategy and are making significant progress
including moving from an outsourced technology model to a cloud-based solution, supported by an
in-house team We are starting to see the value for money from this work with savings to date of
6% on our annual technology expenditure

We are testing a prototype for a new case management system to replace our existing system in
2017/18. We have also continued to develop our digital services, redeveloping the most used and
popular content on our website In 2015/16 we fundamentally revised content on wide ranging
topics incl