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Citizens Advice in Wales   

19 local Citizens Advice – all individual charities, 
delivering from over 375 community locations.  
 
2017 - 18 advised over 102,000 people with nearly 
409,000 problems.  
 
For 79 years, we’ve given advice, information and 
support to anyone who needs it with benefits, debt, 
housing, employment, discrimination, relationship, 
consumer and other issues, up to specialist level help. 
 
Because millions of people turn to us for help, we have 
a unique insight into their needs and concerns. We’re 
preventative: combining data and insight to campaign 
on big issues, locally and nationally.  
 
Our service delivery feeds our policy work. Helping 
everyone – not just people we advise and support 
direct. 
 
 



 

Our clients in 

Wales 2017-18 
 

This dashboard shows all 

clients who had an 

interaction in 2017-18 

(and is higher than 

clients with an issue 

102,600) 
 

 

 

 

 
 



Clients in Wales 
2017-18 
 
Female 56% 

 

Disabled/LTH 48% 

 

Mental Health (25% of 
disabled) 

 

BAME 6% 

 

 



 

Our clients 

who live in  

Neath Port 

Talbot 2017-18 
 

 

This dashboard shows 

all clients who had an 

interaction in 2017-

18  
 

 

 
 



 
Across Wales nearly 
6,000 clients were 
advised on Council 
tax arrears*. 
 
They were also 
advised on other 
household and 
consumer debts. 
 
Rent arrears (35%)  
Water debts (27%) 
Fuel debts (15%)  
 
Unsecured loans (20%) 
Credit cards (18%) 



What the picture on 
Council tax arrears 
looks like for Swansea 
Neath Port Talbot. 
 
They were also advised 
on other household  
and consumer debts. 
 
Rent arrears (33%)  
Water debts (32%) 
Fuel debts (16%)  
 
Unsecured loans (14%) 
Credit cards (17%) 



Profile of clients in Wales 
with council tax arrears 
 
 
higher female (65% > 56%) 

 

less disabled/LTH (35% > 47%) 

 

but higher MH (42% > 25% of 
disabled clients) 

 

higher proportion of under 45 
54%>44% 

 

 



Housing issues 
9,000 clients were 
advised on housing 
issues. The largest 
category was private 
rented sector (31%) 

Wide range of PRS issues 
- biggest: 

Repairs and 
maintenance (19%)  
tenancy deposit 
protection (14%) 

 

 
 
Housing profile 
The majority of 
clients (37%) are 
social tenants.  
 
Private rented 
sector is 21% of 
clients 



Housing clients 
 
higher female 
(60% > 56%) 

 

less 
disabled/LTH 
(41% > 47%) 

 

Slightly higher 
BAME (7% > 6%) 

 

 

 

 



Over 48,300 clients were 
advised on Benefits & tax 
credits / Universal 
Credit. 
 
 
47% of all clients in Wales. 
 
 
The largest issues are PIP 
and ESA. 
 
 
Universal credit had 3,220 
clients (7% of benefit 
clients) 

Please note: Percentages are of unique clients who can be advised on more than one issue, therefore the 
total  percentage will be greater than 100% 



Profile of clients 
with benefits issue 
 
As benefits issues 
cover nearly ½ of all 
clients the profile is 
very similar to all 
clients.  

However, the 
proportion of clients 
who are 
disabled/LTH is 
higher (66% > 48%) 

 

 

 



Trends Data 

We can compare 
specific issues 
from one year to 
the next.  

 

 



Trends Data 

How we have used it 
in Swansea Neath 
Port Talbot 

 

e.g. Migration of 
Disability Living 
Allowance claims to 
Personal 
Independence 2014 - 
15 and impact on 
demand. 

 

 



Disabled and LTH 
clients by Issue 
 
Highest proportion 
of Disabled/LTH 
clients advised on 
Benefits (66%) 
Health (62%) and 
Utilities (62%)  
 
Lowest levels in 
Immigration (17%) 
Education, 
Relationship & 
Employment have 
under 30% 



Clients with a mental health issue have the same mix of issues as clients without a mental 
health issue but a higher proportion of ESA / PIP and a higher proportion of debts 

6% of clients with mental health problems are advised on charitable support 

(including food banks), compared to 3% of clients without a mental health issue 



Employment 
issues 
 

9,100 clients were 
advised on 
employment issues 

The largest category 
was pay & 
entitlements (34%)... 

..of these, 26% of client 
were advice on sick 
pay, 20% on wage and 
payslips and 19% on 
holidays 

 

 

 



Employment 
clients 
 

less disabled/LTH 
(27% > 47%) 

Younger profile 

 

 

 

 



Employment 
cluster 
 

Benefits is the largest 
related issue at 27% 
8% of employment clients 
were also advised on 
discrimination 
 
Discrimination* 
Of 1,000 client advised on 
discrimination issues, 57% 
were on the grounds of  
disability (25% mental 
health) 

*this is discrimination issues (not hate crime or GVA) and not just related to employment 



Data Uses 
Organisational uses 
 
Assessing Ward or LSOA level 
impacts or access to services 
 
Local Authority level planning, 
service commissioning 
 
Public Service Board’s 
assessments and evaluation of 
service needs and take up 
 
Welsh Government planning, 
commissioning or evaluation 

● Early Warning - emerging needs for 
Commissioning purposes e.g. 
increases in debt or small scale local 
redundancies 

● Impact of policies/legislation - 
Council Tax recovery methods e.g. 

● Planning purposes  
○ Trend data e.g. Managed 

Migration for Universal Credit 
○ Services need to meet crisis need 
○ Identifying preventative solutions 

from crises presented 
● Evaluation of legislation - e.g. 

Housing (Wales) Act 2014 - queries 
from tenants who do not have 
licensed landlords 

● Most impact - demographics of most 
impacted  



Wales sees the highest proportion of clients (4.15%) 
compared to the population 

This table is based on the location of local Citizens Advice, it excludes national helplines which provide 
services to all English regions and Wales. 
 
Each year we are seeing an increasing proportion of clients where we don’t record their details. This 
includes, anonymous phone calls, webchat, reception services (including assisted digital). 

 16+ 



Client feedback 
 

● 90% Overall 
experience 

● 90% Recommend  
● 85% Access  
● 73% Way forward 
● 61% Problem 

solved 
 
Across English regions 
and Wales, the results 
for Wales were the 
highest in the service  
 

 

In 2017-18 we introduced our national performance quality framework. As part of this we 
followed up with clients (where consent was given) by email and text asking 5 key questions. We 
had feedback from around 2% of clients. Based on Q1 2018-19, we expect this to increase to 5%-
7% for 2018-19 

 

 



Our Impact 

8 in 10 people 
felt less stressed, 
depressed or anxious 

Nearly 1 in 2  
had more money or 
control of their finances  

1 in 2  
had a more secure 
housing situation   

Nearly 3 in 5  
felt their physical health 
had improved  

3 in 10  
found it easier to do their 
job or find a job  

Nearly 3 in 5  
felt they had better 
relationships with others  

2 in 3  
found it easier to manage 
day-to-day  

Outcomes and impact research, 2017 - Wales 

https://www.citizensadvice.org.uk/wales/about-us/difference-we-make/impact-of-citizens-advice-service/our-impact-in-wales/


 
 
 
 



 
 
 
 

 
Any questions? 

helene.hayes@citizensadvice.org.uk Head of Partnership 
Development, Citizens Advice Cymru (for contact details of local 
Citizens Advice) 
 
jackie.preston@citizensadvicesnpt.org.uk, Chief Executive, Citizens 
Advice Swansea Neath Port Talbot 
 
View online search trends at: 
http://advicetracker.devops.citizensadvice.org.uk/ 

mailto:helene.hayes@citizensadvice.org.uk
mailto:jackie.preston@citizensadvicesnpt.org.uk
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