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We are
Ci t |
and Ave
f or

Zens
her e
everyone

For
everyone,

I t for 80 I €
Adyv

We can all face probl emNdothme asleeen sees SO0 many
complicated or intimidamamy.diAEerCent zleinsds of p
Advice, we believe no oQiet i shemd dAdhwaiveeta uni que

face these problems withhbhalt!| gongeas quadplteg ,f ace t

i ndependent advice.

use our data and evid

underlying problems and

Weke hel ped people solveanpgr obhleem®evieomnment how t
80 years. Today our netwhirkgofbetvteer 2f7®r peopl e
independent | ocal Citizens Advice charities

oFers conpdential advi cBh &t Wwh gheew ehoevreer, tthoe gi v e
phone, and in geremnovélbmowlreddge and conpdence

2,550 | ocations across

Emd | amai a nwawWwafe@rewa rtdch ey
and whatever t heé&ier dpmaeabl

When we Sayf we everyonethis for everyone, for 8

we mean it.

People rely

on us because

wehe independent and totally i mparti al

The way we deliver advice
over the years. As well
Citizens Advice deliver

has changed

as our core advi ce,
the Witness Service,

Pension Wi se, the consumer service, t he

Help to Claim service

funded by the Money and

www. ci ti zensadvicewiltshire.

debt advi ce

Pensions Service.

You can scan tF . eren

codes found thrE. E t hi

report to nnd ¢ abo

us, the work we how
i

this makes a di
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Someone asked me recentTryystaessesa per son
who began volunteering Qwietrh tthhe sp acshtaryietayr ,att he
the start of this year ,i nwhayd ddi thiaodn jtoo nneyds.e IMy we
response was that U had Bleedowvnes tmoer ea sa frad v kTer u sot &
of many of the probl emsalalndo udre ptrriuvsatteieosn sf or t he
t hat many peopl e wer e etnhdeuyr i hnagv ef igmi ovee mtdhteog o ur
start of austerity ie theoUKsskKyg winewd elmaeddd aamg ou
distilled in focusing on how things coul d
i mprove 4 would also |Ii ke to tak
thank Keith Johnson for
f there i s a pensi onercowhnoi thnaesn ti nasnude cei netnhtu si a s
means to turn on their choenattriinbgudlirégde ahe as tr ust e
winter, or a single paruelntti maehtoe IlhyasChtaoi r of Tr us
choose between paying tthheanrkesntt oo rNipguetlt iJnagc k s on
food on the table for tbheeiinrg cahitlrdursetne e tthoe steak i n
were things that U f el tChdaeierp|bye tavwbeoeunt .K eli tthh ilneka v
that we all, in some waayp pomunsttmehnatv ea ss iQmiaiarr ear
feelings about the things that we, in this
community of ours, shouHRedc ongorti taildnmow peopl e
to I'ive with such har dshPliepass.e Trheiasd iosn whhyr oweg h t
do what we do share with us the summar
result that Wiltshire Ci
OQur team experienced throughout t
Wer ecr u2medv voluhheers positive results that we
2018/ 19, increasing ourcovnanhiutanbel net taenadm ent husi as
td3Dur tot al number of bgmpheygemember of our t
the end of March 2019 wahse 5t3rrustees and senior
our sincere thanks to al
Training has been i dentamdedstaasF af okreyt he servi ce
criterion for our ongoitnhgatd enWekl eosp me ne& & nwdhi azte ni st
we are determined to woirsk twidahyi nanodurwhi ch hel ps
organi sation to encour awgheo asnede aucst iavseltyhei r poi n
coach our advisdesi t ®drBeeascth wiihsehes f or an equal
|l evel to which each percpear aspongsthiThi sursent
the key foundation of our strength anBdarvraileueDr i ¢
within our service to the community.Chair of Tru

O

‘K‘?‘:‘\l"’ADvnc: BUREAU

ﬂm_
P

@-.
O N
= o
© =5
N

1 ~Septem
Mar ki ng 80 ye@rcsttlz,ens
- b e I .
of 1ife changlrfgcgtdivgln
Throughout t hhies |reepyrdf twe
sharing a timeli|lnWorfledtWwa
some of the key |motmemts in the 30s we h
the history of Qitizens Ad manage the i mpa
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An overview of
Suzanne Wi gmor e,

Wel come to our Annual Rseevrivaincdef b ord oNinggela gr eat |
2018/ 19, a year 1 n whi csht awned urannlsagragh di mg Head of
continue to isempvoce sor Del entery |l eft in Februar
across all Thhenwas$ sdesprn ¢pl acewdden July by Kare
range of challenges beiwgrkbdowardtimstaer year
the year, swmeeoplwawthinebdoan communication and cu
some | ess so! We staryedetnteectyeedari nn noure mMpoo malre S
of fsi cdkecue t o an internattbopallOpoEaeveireeg .,at tohre abo
incident and ended it wiiatthi oonnael oafv eoruargek eaynd t he
partners moving into onset aoRF aonud vooslcuenst eer s who
having survived GDPR aloorngv otlhuen tweaeyc.r Easedsfr om
_ ~85WNe were also able to i
During the yelaZ, Onwe0 hcellipeepde fease for the npnrst ti
with full advickeuandedeal t with a
4, 2dR2i ck queThese clienEgphading the services w
42,393 ,i swsistehs benenpnts aDdrdebtthbheiypygar we introd
our two main advice ar esaesr,viacned wintihv eSVAN t o tr i
Credit continuing to bewinohr eadodfi tai opnraolb | neene.d s W
_ fantastic recognition of
One of the key achi evemennes tWwh tuko pwiHé@&d dDemmak Ho
teervices to cwed entswevaggintehyatP| anner won the Na
7,512 phoinre tchae [yvear. TModBey SPIAAnner of the yea
increase of more armatnhe, 000 call s
previous year and in Jaweu aarlys 02 0clod9ntwienued t o wor
exceeded our target of wiOtOh ctahl el sa rpneerd nsoenrtvhi,c e s
and answered 865 call s.A Weunablesro opfr osvtiadre danad v ol
more confsacé end face seewerctes wain hand off base,
mi ni mal session closurekkeal th and FWelrlsbeiWeg cont
to the national veterans
Our People part in the national Arm
Our people are key to what we do and
during 2018/ 19 we cont iMAnuoetdh etro kreggc manieta of expar
advisors for both face nhoor ef accoenapadnednstdi gheabr gani
channel s.-sOandiogg Chai rt akekiitnhg about ment al hea
Johnston stoodudown &Bndanhde for clients. We supp
was succeeded by our i nitreirtiimatCihvae 3, NS geh as Tea
Jackson Thank you to bpuédstofspghaekmerdort theugh W
1941
Citizens
+194O Qintroduce
Advi sers deal mobil e se
&With rationi?l-ljg(%‘l,_l a convert
displacen&t_CI izens Kdwiot&ebox.
and i nnuence K heas abl e
overcrowdin(}ﬁationing potlriacwel t o
i ssues an O secure aFected b
hel p peopieextra clofhibngtz, to
locate mi {sic®gpPons fpr those mos
relatives pregnant in need
WO me n
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We
of

hel p th
peopl e

ousand
ewery

This ykfarmweking being there for everyone, for
Un 2018/ 19 alohe this included
- -
17,272 42,393 222,702 |
peopleer e hel pefl ifssawestochel ped wWV¥tgaits from Wilt.
face, over thd TphhaotnZe, ®00 bmor e|] @ hlainng¢ nadvice pa
email. We hel ped1173,10800 the Citizens Adv
people with fdlll iandBi peeopl e wWHB @dmetiegn our
andeal t with ufsurftolrerhel p haldWmBpetenhad al mo
4,272 quick quternieesp.robl em. 50,000 visits.
15+ /7, 512
| ocations in Wiltshirpcadd ssuanrsowenrdéaé hgomreas ad
where we provide free| amanfmodreenttiedn addv5 @@ . e ma i
\Ot
N
8 in 10 9 in 10 4 1 n OS5
peopslad d their| preolpllemsaid we|l REPPEAE sai d our
was solved folllotwémgpadvaceay| f #Pwarvegd their |
-more people than ever including i mprov
before. heal th and pnanc
£2 mill i on £3.49 million
i ncome gained for <cl ijemass saved by the gover nme
and more than £700, 000services from the adavi ce
worth of debt writtern a@lFmost £3 for every £1 we
'2018/ 19 management information. Website visits apportior
adult (16+) population: Census 2011 adjusted for intern:e
8 Wiltshire Citizens Advice | Annual review 2018/



Ywith | ots of

di Fer

ent probl en

Our data helps us make sure we have the right k

whatever t hei

problem is and however they ¢co0me

Advice Number % increase on otaer
issue of issues previous year Heal th
Udmmi gr
i T
.Beneflts 11,703 Up 8% T f‘ ; nsp
U_ti I|F
.Cunsumer’ 1.341 Up 27% Piscri
Debt 7.889 Up 34% Financial services
& capability
.Employment 3,165 Up 7% 14%
Fi ial . Benefits
inancial services 5,922 Up 24% B
& capability
i Housing
Housing 2,679 Up 16% Employment Bl
7%
.Legal 2,039 Up 15%
Relationships 2,965 Up 25%
Relationships
Debt & family Legal
. Other 4.6%0 Up 40% 19% 7% 5%
Un 2018/ 19 Wiltshira Ci tAlzoenngss iAddev iweel fsaarme r ef or ms
20% i ncrease 1in the numbheoru soefh oplrdo bblielnhtss and st agn
people sought hel p wit h.t hUdorsdnme pemple twree hed mpeeyd t hey
wi th mord4e ,tOh0a@bn newasstsyeas. | ess than their essent
: : ont i peopl e man
The main issues peopl e hVeth edelmdg)[ttaldgvdrrE oeuFt) their
for over recent years renegt, ajj ;0 retnben (V\}enTheIp
society, or changes to p50I2| ocoY pendSIpOrn s'scuee's Ihaest
10 most common Pieropll e isc’--pc
sought our hel pcwbtuht | & § Top3debtissues
al most 40% of weéel hehpeds
Council tax 1,210
Foll owing recent refor ms o em
many of the most cosnenek i FHEEIRIEEE
our help with are about
wel fare breineéri & al Credit

Undependence( PPhB)Bipd rod/tme n_

200 400 600 BOO 1,000 1,200 1,400

Support Al(BSAM)ncel one accovuneou

for al most 7,0

Top 3 benefit issues

Uni ver sal credi't

PUP

300 1,000 1,500 2,000

00 new pr otbhleeinmis d eabstts yiesart.he ot her
seek our amdwiimcet. hiTdwee debt

hel ped people wi€Cbuhast vy

2e81 Tax ar,Rearts aranctdartser debt
Sadly, all this can hAve ¢

rel ati dnasshti pysear peopl e tu

for advice wilt25morn e stulean

di vor ce [/ sPerpoabrlastimgphni vat e

rented prcomdrntnues to be o

2500 3000 3500 enquiry area for housing.

wWww. citizensadvicewiltshire.org. uk 9



We help peopl e
t hrough dicgcul't

complicated sit.u

We help people through diceccult situations they
probl ems people come to us for help with often
4 1 n 5 9 Iin 10

of the people we sluppolrtt®ldd swas dt hédiery probl em a
experienced a |ife evelnnegat ichhalnygei nm nl or mor e
circumstance | eading ulpbd ®omihreg pstorbéd £sned, depr
that they came %t oTliee |uanribows, having health
most often related to |aorchmomey f.wo Mmiae<s e s
(48%) or change in heall th (46%).

Change of circumstances | eading up to advice pr

Employed status 28%
Housi"g‘
Being discriminated against
Out comes and Umpact Research, Citizens Advice (2017)
*Understanding money skills, Citizens Advice (2017).
“Model ling the value of télesdcCisdeemageAdivi.ce service

10Wi ltshire Citizens Advice | Annual review 2018/



Anyone can experience aOuprr oshelrevm ce starts by re
Life is complicated Sowmedtei mes dpeloplne t Reobht e ms |
encounter chall enges anhda vper oab | seenvse rteh aitmd altct ves.
theyAddkmow how to deal Twietyh neand otuheyhel p to so
need help to overcome
77%f the people we he
People need di Ferent t 994wl & umpptorhtave been a
at various times in theWr tithegier problem without
We aMAedriven by a one size npts al/l
approwehbelieve peopl e Rrholulledmshbecan make everyd
able to get help in thed4 wany 5 hpaeto ppoer kwse fhoerl p ha
them and meets their neleidisee change bef-owid hcmmiamr
hal f reporting a change
Wehe here to help everybbepeapkecseyythaiat prob
needs us. The peopl e wel isveersv,e ianrcel uodfitnegn causi ng
among the most disadvananadgendakiinngs ongaineatgyi ng day
with the greatest needs
Knowing how to take act.i
Local Citizens Advice cilstheatl waygrse ofovurous
ti mes more | ikely to | iMoer eont haan o2w iinnc3onpeeopl e
than an average member oifGctunlet YEnkgncawmiidng who t o
and Wales population systems work. This is pa
This could | ead to cl i eanst sl niont 3nh apveionpgl ee ntouurgnh t o
money to eat healthil y,t omatiankteaianc taidoeng uuartgeent |y
accommodation and fully participate in society
Solving your problem can
Our outcomes and i mpactharveisnegartchhe arlisgoht ski | | s
found that twice as manNeaorfl yt hle ipneoZbIepbepopalloeatmide
we help nnd their npnancabadutsittaukaitnigo na cetiitohneron t
di Gcult or very diccul tmactotnépraspet ytd it he3 report
national average. to use onllne services,
We also see a correlatibfn Ibeefttweuenns onhveerde, At hese
clients |live and ar eas aofecltoctahle diehpériyi wiadip aoknt: on
|l ocal Citizens Advi ce rcecangnhu ndi.t4ioe so.f SaOnIyVIInogcatIhe
popul ation, rising to 9c% eoant easv eCroangsei G enr aabrleea sv a |
of deprivation
1957
QThe Rent Act
comes into force,
deregul atin t he g ;
privgte ren'?ed 1958 %W%
sector. Hounghe tot al
i ssues make pd bbb er of
of all enquir, eesnaovuitrhi g
both | andl or dls raemac hes
tenants askinlg whmitl i Inthe505and605wehe|ped
tenants facing higher rents

Www. citizensadvicewiltshire.org. uk 11



Putting ounmeeds e:
t he heart of eve

Frokmowwhget herhal leenegn@ | oymert $bon
checlainmmge rcgpoynt maictl | emadx p & dte a me
overarching approach from us.

OQur primary objective c¢hki ¢tamtdgst the best for ol
tht Badeter mimaedsy iac@pt iwegs ve.

What | evel of advice and support is needed to r
@ ﬁ

We deal with quiAs well as everyWai mgnage

and simple queriin between compl ex cases

Weh e ondpentamdof udgement aqlexi bility to deal with

OQur role is to help peoppeloeplpen dc oamewatyo us wi th a

forward)N|l sbewstalt &i gt amdvi ce
practaboalbwaoesodrnvebl ems.stage t
l evel o

t o dé&amheepesr,soamhat e
heir probl em may
f support needed.
Oumdvisceer vicadsac c e sisred

di Ferent ways: People come to us with q
Being able to access titnheelyy niiirgehet awlamihte et kot fdaogpuibd
meets user needs i s essiennftoiranha t isoon woer oeFeesrcah es ¢ h
on

advi @er sondgrhgeh aen,d i a the best course of actio
emaandebchat. that thdédreangrdmurther und
Il ssuelSe Iwiekely to suppor
Weunder st and t heofcoimpd ekt gugh signplosltpngemwmabls
that aFecBS peoplse them to deal with their
Th|d$>eAchauu sandelworvwi t h eFectively
t hel itembhder sttraleodctaua e d
ai ma ackhabobo. Some clients come to us
have initigzhbtyotahessen th
Weunder st ared ptelrateanci ng situation may rest on a
problem aFeothqrdealcfe : hel p people that have re
WeNpr ovagshachuppasnteded, point and need urgent he
empowering clients to rheagvae nb aciolnithhksolduoef t hat da
t heciirrcumswattdhe® rtai ntyabout to be disconnected
t hédyw akit hei gahptpr oac h. repossessed. Ut may have
personal courage to deci
Wehelrpedrebpowebral ance: These clients wild.l i kel
Wesupppeopleeddrebesir advice and support
problbemngoguwgiceedi bil ity
andxperience. We aim to solve probl ems
Il mpact on Nndiewi,duwanlds i mg

People come to us with @lelofgdocit scomst asnces:. APutt
We know peopl e need di Frneereednst atty ptehse onfe a-mtko hgou

upport at various ti menseanns tweeiar e iabel.e Gnoe i mp
of our greatest strengtwhsi cahs pae ospelrev iccaen igse tt hhee |

12Wiltshire Citizens Advice | Annual review 2018/



Everything we doWsdmargesoplhe scamen.t o us with a p
get back on track, while recognise others might
As a service we

T help people overcome their problems through e
f campaign on the bigAissueseswherdpéeopbe heard
T benefit society through the way we wor k.

How we help people pnd a way forwar d:

\'I
B @ O- p
Advice and O.,. !
support A Sol ve Change Make soci ety
- EE—— —>probl ems|jli ves fairer
How we : ) : _
e [ 8 in 10 péopheb c!l\/\ﬁentvsa!ue di ve
have theijsaid advijcehampi on equa
Research and probl em i mproved Jand challenge
campaigns solved their |ivleld scriminatio
harassment
What we did in 2018/ 19 7,512 amnaslwleg ed
Last weearel ped the equi Vv Sd mtceof2009 we have run
1 in every 22 adul t.s | iivin nWi litns hWirlet sthhiarte pr ovi d
44% of thewepbeplped had pdhone. Un 2015 we teamed
di sability or | ong t.er nCihteiazletnhs cAodnvdiictel opnhone se
We supported people wit |l ots of di Ferent
types of probl ems, inclﬁ?ﬁ@,?@gtme'ssumismigital
housing, debt, employment, relationships,
wel fare benents and c onPseuonpelre ruisgehtosur digital ¢
wor ks forveheénmmat smol ve t
42,393 new I ssues problem themselves, or t
dealt with directly options before they seek
directly. Ut is supporte
Someti mes people have more than one i ssue
they need hel pndietBtandWeivbael so gi ve advice by e
way pdaomplrebl ems can i nt ewvredcsttc taen dz eooveed M iape wi | t s hi

How we did it %1,514 email s answered
People access our servi in di Ferent ways.

How our advice and suppo
17,000+ people were ©Oefpadvice enabled thous
fada ace, by phone, oarn de nariolunldasWi | t shire to

year by our team in [Wrbbbkéamse.

13,000 weoplgiven full E@iée a0dpeaopeéped to
furtherwedr,e27ni2el ped wi th quhiec Kk querbyl em

Around half the peopl e Pwmeo bhlee nise ddatpprecmugm | s ol a
face to face advice, whhacvhe vae sefver eafbeCés onSe
ocgces in Wi ltshire and tihne no tshteorp sc otnhneusne tsyi t uat i
settings, such as health centres and | ibraries.
wWww. citizensadvicewiltshire.org. uk 13
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Our value to soc

We use an estaliloi cxclmad dc uh@adel t he pnancial value
outcomes it contributes toA fionwpoisrsdibviedu al P udn
everything we do, and so this is |ikely to be :
Udn 2018/ 19 fonvevieeg £1
Wiltshire Citizens Advice we glen
£2. 96

i savings to government and pubJf3. 48r|vi c

By helping stop problems occurring [dAl éslchlani
for public servicesofWhrlkl bdnemtosasi nlg, out

£20. 04
i n wider economic and social bléEnZzedt $B(p

Solving problemqahmpthSsméamesbettdmiWehit&nn
participation and productivity for |the peogl e

£15. 88
i n value towehbepbpopmhranci al oyf£dBme6PBof

As par of advice, Weim&mnMncnma$mQMdemhb on
wr i t-a @, taking up benenpts and solvihg consulmer

‘;Outcomes and Umpact Research, Citizens Advice ( @EZfEEE
Available fromFNewmBc@enomyor mati on on how we m(gaes

citizensadvi eues./ori g--eiekeénkceeb udnfcd d ti-azdevnise e v i-a i/ nap d c t  F2RFa;
Or S Ca meEmedE

1962
==] Citi zens 1968 _ _
=I=|] Advice IﬁFoIIOW|ng evi
publishes a and policy id
bookl et aboutl963 from Citizens
renting yag Citizens Adv]icAadvice the
1960 home f or tﬁ?‘} provi de Gover nment
The number bf publ i c evidence to |thagrees to bet
.@enquiries on Ministry of label ling of
consumer i spues Housing to hlel pammability o
doubl es in us-t inform new ni ght wear
2 years housing polifcy

Www. citizensadvicewiltshire.org. uk 15
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