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1. Background 

1.1 This study has been undertaken on behalf of the Welsh Government and the 

National Advice Network (NAN). The NAN provides guidance to the Welsh 

Government on policy requirements to improve access to good quality social welfare 

law information and advice services. 

1.2 Welsh Government policy documents stress the role that strong and well-integrated 

advice services can play in wellbeing and prosperity, and ultimately in building 

resilient communities (Welsh Government 2016a, Welsh Government 2015a, Welsh 

Government 2012). In addition to general wellbeing and prosperity, the Welsh 

Government also holds the view that good-quality advice can be an effective tool 

against socioeconomic inequality, particularly for groups with protected 

characteristics under equality legislation (Welsh Government 2016b). 

1.3 The wider context of the study is that of the economic downturn which followed the 

2008 crash and the subsequent tightening of budgets by the UK government, 

particularly through the Welfare Reform programme. In 2013, the Centre for Regional 

Economic and Social Research at Sheffield Hallam University published a paper 

which estimated that the reforms would cut spending by almost £19bn per annum by 

the time they came into full effect (Beatty, C. and Fothergill, S. 2013). 

1.4 The impact of welfare reforms varies significantly from place to place, principally 

because benefit claimants are unevenly spread throughout the UK. The research 

estimated that Wales would be the third-worst-hit ‘region’ in Great Britain in terms of 

the overall impact of welfare reforms by 2014/15, with a loss of £550 per working-age 

adult per annum compared to a loss of £470 throughout Great Britain (Beatty, C. and 

Fothergill, S. 2013). Furthermore, in January 2015 the Auditor General for Wales 

claimed that the reforms were having a greater impact in Wales than in England and 

Scotland. This was based on findings from a Tenants Survey undertaken by the 

Wales Audit Office from January to March 2014, in which 51 per cent of social 

housing tenants throughout Wales reported an increase in debt since welfare reforms 

(Auditor General for Wales, 2015). The reforms also included cuts to Legal Aid (from 

April 2013). These circumstances have made the problem of advice provision more 

acute in recent years. 
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1.5 Whilst Social Security Benefits are not generally devolved to the Welsh Government, 

they are responsible for funding the provision of advice and support to help people 

access their social welfare entitlement. A review (Welsh Government 2013) 

subsequently undertaken by the Welsh Government aimed to develop a more joined-

up approach and coordination in the provision of advice services at local and national 

levels among all stakeholders, including providers, other funders, planners and 

policymakers. Following the review’s key recommendations, the NAN was 

established to bring these stakeholders together to discuss the planning and delivery 

of future advice services.  

1.6 The review also proposed developing a framework for standards for advice and 

information through the NAN in order to develop greater consistency in the delivery 

and monitoring of services. In response, the Welsh Government has recently 

developed the Information and Advice Quality Framework for Wales (Welsh 

Government 2016c) (implemented from 2017/18 onwards) to provide an accreditation 

scheme for Wales, whereby offering a recognisable quality mark, as confirmed by an 

independent audit. This is important because the Welsh Government has committed 

to funding only information and advice providers who are quality-assured under this 

scheme, and will encourage partner organisations to do the same., 

 

Rationale for undertaking this research 

1.7 This research was proposed by the NAN and is part of a vision to develop a single 

strategic approach in the delivery of Social Welfare advice. By 2026, it is hoped that 

a network of quality-assured information and advice providers will be in place to 

deliver a range of services through coordinated and sustainable funding. Importantly, 

the NAN advised that this approach should be based on a robust assessment of 

need, which will help inform the allocation of funding for advice services. 

 

Aims and objectives 

1.8 This research aims to provide estimates of the local level of need for general help or 

specialist help on six social welfare topics. It is important that the estimates be 

independent of current advice provision and include latent and expressed need. 
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1.9 The objectives of this study are to: 

a) Estimate quantitatively the need for advice in the six social welfare categories 

below for each of the 22 local authority areas. 

The social welfare categories are: 

i. Welfare Benefits 

ii. Debt 

iii. Consumer and Finance (including financial guidance) 

iv. Housing and Neighbour 

v. Employment 

vi. Discrimination 
 

b) Disaggregate estimates at the local authority level according to three forms of 

advice: 

i. information level (on policies, rights and practices) 

ii. general help (on clients’ specific circumstances, which may include some 

casework) 

iii. specialist help by category (where advice is at a level where detailed 

knowledge of an area of law is required) 

c) Further disaggregate estimates of generalist and specialist help, if feasible, to 

estimate the balance of need for: 

i. preventative advice 

ii. reactive advice 

 

Relevant past research 

Estimates of social welfare problems 

1.10 Almost a third of respondents (32 per cent) to the Legal Problem and Resolution 

Survey 2014 to 2015 reported that they had experienced one or more civil, 

administrative or family legal problems in the last 18 months (Franklyn, F., Budd, T., 

Verrill, R. and Willoughby, M. 2017). This total includes problems with living 

conditions (neighbours’ antisocial behaviour, 8 per cent; rented accommodation, 5 

per cent; owning or buying property, 2 per cent), money (personal debt, 5 per cent; 

other money issues, 7 per cent), purchasing goods or services (8 per cent), 

employment (3 per cent), and state benefits (3 per cent). 



7 

1.11 Previous studies had reported the issue to be of a similar magnitude, with 33 per cent 

of respondents reporting problems in a 2004 study (Pleasence, P. 2006), 36 per cent 

in a survey which ran between 2006 and 2009 (Pleasence, P., Balmer, N,Patel, A. 

and Denvir, C. 2010), and 33 per cent in a survey undertaken in 2015 (Pleasence, P., 

Balmer, N., Patel, A., Cleary, A., Huskinson, T. and Cotton, T. 2011). Figures for 

particular problem types can be more susceptible to variation between studies, partly 

as it depends on how the categorisation of problems has been performed by the  

researchers.     

1.12 The body of research also helps to explain how and why justiciable problems may 

occur within groups which hold particular characteristics or within certain economic or 

policy climates. This evidence is reviewed below in two sections: ‘micro-level’ factors 

and ‘macro-level’ factors. ‘Micro-level’ factors are demographic, social, behavioural 

and economic characteristics of individuals or households which are associated with 

differing levels of risk of experiencing a social welfare problem. ‘Macro-level’ factors 

are economic, technological, political, market and historical trends which are also 

associated with the occurrence of justiciable problems but operate above the level of 

the individual or household, on either a local, regional, national or global scale. Note 

that none of the statistical studies reviewed have demonstrated causation between 

particular micro- and macro-level factors and the social welfare problems, but simply 

indicate an association, which may have a number of different explanations. 

Factors associated with social welfare problems: Micro-level factors 

1.13 Age appears to be a pertinent factor in certain consumer issues — those between 25 

and 55 indicate a higher incidence of problems with faulty goods and services than 

do both younger and older age groups (Genn, H. & Paterson, A. 2001). Other 

research (Carole Miller Research 1997) corroborates this finding and goes on to 

suggest that unsatisfactory customer service is most often given as a problem by 

people aged over 55. However, it is the younger age groups which indicate more 

problems with money in general (Carole Miller Research 2007), with a report by the 

Money Advice Service (IFF 2012) stating that the over-indebted population have a 

younger profile than the UK average.  

1.14 Employment problems also tend to be more prevalent amongst the young 

(Pleasence, P. 2006), although there is some suggestion that an ageing workforce 

may be making some types of employment problems (related to, for example, health 

conditions) increasingly common amongst older groups (Citizens Advice 2016a). It is 

young people who suffer disproportionately from problems related to rented housing 
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(Genn, H. & Paterson, A. 2001, Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 

2017), whilst other types of housing problems (e.g. those associated with owning a 

home) occur more frequently amongst older groups (Baker, B & Barrow, S. 2006), 

although not necessarily the oldest groups (Genn, H. & Paterson, A. 2001). 

1.15 There is particularly strong evidence that those with a disability or long-term illness 

are more likely to experience a range of problems, including with debt, welfare 

benefits, housing, and antisocial behaviour (Baker, B & Barrow, S. 2006, IFF 2012, 

Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017, Franklyn, F., Budd, T., 

Verrill, R. and Willoughby, M. 2017), in addition to facing greater barriers to (and in) 

work (Citizens Advice 2016a).  

1.16 Some longstanding employment issues for women, particularly those associated with 

maternity leave, remain prominent, with Citizens Advice even recording a recent 

increase in the reporting of such problems (Citizens Advice 2016b).  Having children 

appears to increase the risk of indebtedness (IFF 2012), although problems with 

goods and services are more likely to be reported by those without children (Baker, B 

& Barrow, S. 2006). Lone parents are known to be more likely to experience a set of 

problems regarding money, accommodation, neighbours, and state benefits 

(Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017).   

1.17 Employment and rental problems are associated with each other (Baker, B & Barrow, 

S. 2006), and these issues surrounding rented accommodation are much more 

common for those living in urban than in rural areas (Genn, H. & Paterson, A. 2001) 

Employment status is expected to dictate the types of employment problems that 

people face (problems encountered in work are different from barriers to entering 

work), with those out of work also more likely to encounter issues of benefits, debt 

and neighbours (Baker, B & Barrow, S. 2006; Franklyn, F., Budd, T., Verrill, R. and 

Willoughby, M. 2017).   

1.18 Statistical evidence for different ethnic, national or religious groups is sparse, as the 

survey sample sizes do not generally allow for this type of disaggregation, but there 

is a strong suggestion from frontline organisations that migrants should be 

considered a high-risk group, particularly in relation to employment problems 

(Citizens Advice 2004a). 

1.19 Temporary agency workers are known to be vulnerable to ‘sharp practice’ at work 

(Citizens Advice 2016c). Those working multiple jobs or on zero-hour contracts suffer 

a range of problems (from accessing benefits to budgeting (Citizens Advice 2016d)) 
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and are also more likely to be low-paid and in non-unionised sectors, which may 

exacerbate problems (Citizens Advice 2004b). The self-employed are particularly at 

risk of debt problems (including problems with mortgages) and are less likely to be 

saving into pensions than those in employment, which can lead to money problems 

in later life (Citizens Advice 2016e). 

1.20 Many justiciable problems appear to be associated with levels of wealth, with less 

affluent areas recorded as having a higher propensity for social welfare problems 

(Palmer and Monagham 2001). Problems with welfare benefits are known to be 

associated with deprivation (Baker, B & Barrow, S. 2006) and high-income 

households are underrepresented in the over-indebted population (IFF 2012; 

Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017). Landlord and neighbour 

disputes are also more common amongst those on very low incomes (Carole Miller 

Research 1997; Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017) although 

there are now thought to be an increasing proportion of relatively wealthy households 

living in poor-quality rented accommodation (Citizens Advice / New Policy Institute 

2015). 

1.21 However, certain consumer problems appear to be more common amongst higher 

socioeconomic groups (Genn, H. & Paterson, A. 2001; Franklyn, F., Budd, T., Verrill, 

R. and Willoughby, M. 2017), with those in the lowest-income groups less likely to 

report problems with faulty goods or unsatisfactory service (Baker, B & Barrow, S. 

2006).  Perhaps some studies, counterintuitively, show that those with no educational 

qualifications at all are less likely to experience (or at least report in surveys) many 

types of problems (Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017). 

1.22 When directly asked, people who have experienced social welfare problems tend to 

cite personal or situational reasons as the immediate causal factors. These include a 

loss of (or irregular) income; ill-health, stress and disability; drink or drug problems; 

moving home; breaking up with a partner; physical violence; and ignorance of rights 

(Pleasence, P., Balmer, N.J., Patel, A., Cleary, A., Huskinson, T. and Cotton, T. 

(2011). 

 

Factors associated with social welfare problems: Macro-level factors 

1.23 Poor living conditions and unreasonable treatment by landlords have been attributed 

to a lack of housing and weak regulation in the rental market (Citizens Advice / New 

Policy Institute 2015), whilst interest rates can also have a direct effect on the 
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housing market, leading to repossessions and creating problems for both 

homeowners and private renters (Pippa Lane / Citizens Advice 2015). 

1.24 The job market, wages, the fortunes of particular industries, unsecured lending and 

the cost of utilities and fuel have all been cited as underlying factors which can 

influence the propensity for problems (Citizens Advice 2014a), particularly as they 

tend to act unevenly in different groups within society (Citizens Advice 2015). 

1.25 Citizens Advice also draw attention to the functioning of markets, advertising 

practices and payment contracts in influencing the number and nature of consumer 

problems (Citizens Advice 2015). The combination of big ticket purchases, 

fragmented marketplaces and weak regulation is thought to expose consumers to 

particularly high levels of risk (Citizens Advice 2015)  

1.26 Ensuring access for all to financial products and communications technology is also 

now considered critical in avoiding welfare problems (Citizens Advice 2014b). 

Indeed, mobile phones are thought to be particularly important for low-income 

groups, who may lack a landline or personal computer. However, regulation can 

sometimes fail to keep up with the development of these important new markets (e.g. 

mobile phones, peer-to-peer trading), which can become a source of frustration for 

consumers (Citizens Advice 2015a). Similarly, reports also suggest that regulation 

has failed to keep pace with changes in labour markets, undermining employment 

rights for those with non-traditional working arrangements (Citizens Advice 2016b)  

1.27 The functioning of markets can interact with economic circumstances in unfortunate 

ways. For example, frontline organisations have reported that the economic 

recession has provided rogue traders with opportunities to make money out of 

desperate consumers seeking to manage their more restricted finances (Citizens 

Advice 2011). Conversely, the two most common consumer problems — second-

hand cars and home maintenance — are thought to have declined during the early 

years of the recent downturn, only rising once spending began to recover (Citizens 

Advice 2015a).  

1.28 Citizens Advice (Citizens Advice 2014c) illustrate the effect that policy change can 

have, anticipating that the UK government welfare reforms towards universal credit 

could ultimately affect up to six million households. Attention has also been drawn in 

recent years to the consequences of using medical assessments to make benefit 

decisions (Citizens Advice 2012) the lengthy delays in accessing child benefits 
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(Citizens Advice 2010) and the financial ‘discrimination’ faced by adults under 25, 

who often receive reduced benefits (Citizens Advice 2006). 

1.29 These reports have also described the knock-on effects of unsatisfactory interactions 

with the benefit system, resulting in a lack of financial support at critical life transition 

points (leading to future hardship), feelings of stress and indignity, problems with 

accessing other benefits, and the accompanying sense of frustration and lack of 

control. More positively, government policy following the 2008 financial crisis was 

considered pivotal in protecting many people from unnecessarily losing their homes 

(Citizens Advice; Money Advice Trust and Shelter 2009). 

1.30 The interaction between different types of problems is a recurring theme in many 

studies and it is telling that the reported causes of social welfare problems (such as 

stress, loss of confidence, loss of income, fear, physical ill-health, harassment, 

damage to a relationship, and loss of a home or job) are also commonly cited as 

consequences of the problems (Pleasence, P., Balmer, N.J., Patel, A., Cleary, A., 

Huskinson, T. and Cotton, T. 2011). Whether this is best explained as evidence of a 

circuitous causal chain between problems, or by reference to underlying concepts 

such as poverty, is beyond the scope of this study, but the tendency of problems to 

cluster together is beyond doubt.  

1.31 Half of all adults who experience a problem will have experienced a second within 18 

months, with over a fifth experiencing four or more problems (Franklyn, F., Budd, T., 

Verrill, R. and Willoughby, M. 2017). Beyond any other factor discussed above, the 

most at-risk group experiencing social welfare problems are those who have 

previously experienced a social welfare problem. 

1.32 Hierarchical cluster analysis (Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 

2017) has described the statistical relationships between different types of problems 

(see also (H. Genn (1999) Paths to Justice: What People Think and Do About Going 

to Law, Oxford: Hart; H. Genn and A. Paterson 2001; Pleasence, P.; Buck, A.; 

Balmer, N.J. et al 2002; Gramatikov, M. 2008; Coumarelos, C.et al 2012; Currie, A. 

2009)). To pick out some figures which are directly relevant to this study, there are 

particularly high overlaps (the percentage describes the extent of the overlap) 

between: 

 Money and debt problems (27 per cent) 

 Welfare benefits and debt problems (28 per cent) 

 Rented housing and debt problems (24 per cent) 

 Employment and consumer problems (23 per cent) 
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 Consumer and owned housing problems (26 per cent) 

1.33 Demographic and economic factors may also interact over time and geography, 

producing the unique circumstances that arise in particular localities. For example, a 

case study of Pembrokeshire describes how people are being driven out of towns by 

poor housing standards and antisocial behaviour, but then struggling with the 

increasing costs of rural living (Citizens Advice 2015b). Palmer and Monaghan 

(Palmer, C. and Monaghan, C. 2001), stress that statistical analysis of 

sociodemographic variables is unlikely to fully explain the prevalence of particular 

social welfare problems at the local level, which suggests that the empirical findings 

within this report should be interpreted with a degree of caution. 

1.34 The literature summarised above suggests that socioeconomic factors, the 

functioning of markets, and policy decisions interact with personal circumstances 

such as age and wealth to influence the prevalence of social welfare problems. At an 

individual level, causes and effects may be difficult to distinguish from each other, 

and the occurrence of a problem may even directly influence the likelihood of future 

problems. Within particular localities, risk factors also interact with each other in 

complex ways and develop over time; moreover, the prevalence of specific problems 

in certain areas may sometimes be difficult to understand outside of the local 

historical context. 
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2. Methodology 

 

Measuring the need for advice on social welfare problems 

2.1 In order to measure the need for advice on social welfare problems it is first 

necessary to settle on an appropriate working definition. Advice on social welfare 

topics can take many different forms and is not limited to ‘legal advice’, in the narrow 

sense of that term. The purpose of this research is to measure the total need for any 

form of advice that can be usefully applied to ‘justiciable problems’. Genn and 

Paterson employ the term ‘justiciable problems’ to refer to matters that raise legal 

issues or, if not resolved earlier, could ultimately result in court action or some other 

form of legal procedure (e.g. tribunals) being initiated (Genn, H. & Paterson, A. 

2001). 

2.2 The term ‘justiciable problems’ is useful, as it suggests that those who provide 

advice on such issues need not necessarily be solicitors or legal professionals 

(although in some cases they will be), and, in doing so, recognises that legal means 

might not always provide the best solution to such problems (Pleasence, P. Balmer, 

N. & Sandefur, R. 2013; Lewis, P. 1973; Blacksell, M., Economides, K. and Watkins, 

C. 1991).  This research is therefore measuring the need for advice on ‘justiciable 

problems’, with the additional caveat that problems which are criminal (rather than 

civil) by nature are out of the scope. 

2.3 There are two implied characteristics of justiciable problems which are useful in 

informing the methodological choices of this study. Firstly, a person may have 

experienced a justiciable problem without having taken any action towards dealing 

with it. There can be many barriers to accessing advice when a person experiences 

a justiciable problem; it has been estimated that under half of those experiencing 

problems obtain advice (Pleasence, P. and Balmer, N.J. 2010). Indeed, the local 

availability of the advice service provision may itself limit the amount of advice 

accessed. A methodological approach which simply reported the number of cases 

currently processed by various advice providers would not therefore give an 

accurate representation of the total (including the latent) need for such advice. 

2.4 Secondly, a person may have experienced a justiciable problem without necessarily 

recognising it as such (i.e. without recognising that their problem could ultimately 

develop into one which is legal by nature). There is likely to be great variance in how 

people interpret and classify their problems. The perceived severity or realisation 

that an issue is justiciable or ‘open to appeal’ cannot be used to determine whether 
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such a problem has actually been experienced (Pleasence, P. Balmer, N. & 

Sandefur, R. 2013; Maxwell, G.M, Smith, C., Shepherd, P.J. and Morris, A. 1999). It 

is therefore necessary to take a methodological approach which does not entirely 

rely on the person experiencing the problem in order to diagnose it in any particular 

way (Eldred, C.A. and Reese, R.W. 1994). Surveys which require respondents to 

self-select in this way can introduce a bias towards certain types of problems (which 

are more likely to be conventionally identified as ‘legal’ by nature) and certain 

groups of people (who have a greater knowledge of their rights than do others). 

2.5 Fortunately, a set of surveys have now been developed which recognise these 

issues, beginning with Genn’s ‘Paths to Justice Survey of England and Wales’, as 

published in 1999 (Genn, H. 1999) with a similar study of Scotland two years later 

(Genn, H. and Paterson, A. 2001; surveys which address the more specific need for 

legal advice go back much further, at least as far as the Great Depression in the 

U.S. (e.g. Clark, C. and Corstvet, E. 1938)). These ‘Paths to Justice’ studies 

informed the development of the Civil and Social Justice Survey, which was 

undertaken in 2001 and 2004 before evolving into the ‘“Continuous” English and 

Welsh Civil and Social Justice Survey’, which ran from 2006 to 2009 (Pleasence, P. 

and Balmer, N.J. 2010). There has recently been another release in this line of 

studies (Franklyn, F., Budd, T., Verrill, R. and Willoughby, M. 2017)’ the 

development of which coincided with the timeline of this research and could not 

therefore be directly used as a data source. However, the findings from these 

reports suggest that the overall occurrence rates of justiciable problems, and their 

prominence within certain demographic groups, have remained reasonably stable 

throughout the years (see Chapter 1).   

2.6 This research draws particularly heavily on the survey that was undertaken between 

2010 and 2012 (University College London. Faculty of Laws 2015). The longitudinal 

format of this survey included two waves, with the second wave primarily designed 

for follow-up analysis. It is the Wave 1 data which are used for the analysis in this 

report, data that were collected through face-to-face interviews between June and 

October 2010. The total sample size of the Wave 1 survey comprises 3,806 adults 

aged 16 years or over, generated from an overall response rate of 54 per cent1 (The 

Wave 1 Report for the survey provides further details; Pleasence, P., Balmer, N.J., 

                                            
1
 In the first instance 3,335 residential addresses were drawn from the 194 postcode sectors of England and 

Wales (a household response rate of 88%) and 61% of the adult members within those households 
successfully interviewed. The survey consequently produces a two-stage stratified sample, with expected 
clustering within postcode sectors and households. 
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Patel, A., Cleary, A., Huskinson, T. and Cotton, T. (2011) Justice in England and 

Wales 2010: Report of the First Wave of the English and Welsh Civil and Social 

Justice Panel Survey). 

2.7 Overall, the sample can be considered broadly representative of the population of 

England and Wales, but with some exceptions worthy of note. These exceptions 

largely stem from the limitations of the Postcode Address File, used as the sampling 

frame for the survey. The Postcode Address File covers 98 per cent of the UK 

population but not, for example, elderly people in residential care, patients detained 

in medical establishments, students living in educational establishments, military 

personnel living in defence establishments, prisoners, those in temporary 

accommodation or immigration detention centres, or rough sleepers. Furthermore, 

whilst many gypsies/travellers are registered in conventional residences, those living 

primarily in caravans will also be excluded from the Postcode Address File. 

2.8 The Postcode Address File is a very common sampling frame in national surveys, 

and the above exclusions are generally deemed to be acceptable. However, in the 

case of the Civil and Social Justice Survey these exclusions are perhaps of greater 

relevance, given that many of the groups mentioned above might reasonably be 

expected to be at particular risk of certain justiciable problems. These exclusions 

must therefore be kept in mind when interpreting the analysis presented in this 

report. 

2.9 Respondents to Wave 1 of the Civil and Social Justice Survey were asked, during a 

face-to-face interview, about their experience of problems during the last 18 months, 

and prompted with showcards describing 104 distinct justiciable problems.  

2.10 Analysis of the resulting data indicated that 33 per cent of respondents reported 

experiencing one or more justiciable problems in the previous 18 months, with the 

following breakdown also given in the Wave 1 Report (Pleasence, P., Balmer, N.J., 

Patel, A., Cleary, A., Huskinson, T. and Cotton, T. (2011).  
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Table 2.1: Percentage of respondents who experienced different types of justiciable 
problems across England and Wales, as given by the Report of Wave 1 of the English and 
Welsh Civil and Social Justice Panel Survey  
 

Problem type Number of respondents Percentage of respondents 

Neighbours 359 9.4 

Consumer 338 8.9 

Employment 211 5.5 

Money 202 5.3 

Debt 185 4.9 

Rented housing 144 3.8 

Welfare benefits 166 4.4 

Personal injury 155 4.1 

Relationship breakdown 80 2.1 

Education 71 1.9 

Owned housing 59 1.6 

Clinical negligence 53 1.4 

Divorce 41 1.1 

Domestic violence 39 1.0 

Care proceedings 9 0.2 

n=3,806 

2.11 One change from previous iterations of the survey is that respondents did not report 

discrimination problems separately, but rather indicated whether any other problem 

they have experienced involved discrimination on the grounds of race, gender, 

disability, sexual orientation, age or religion. The survey therefore treats 

discrimination problems as a cross-cutting category, which can potentially intersect 

with any other type of problem. The Wave 1 Report states that 8.1 per cent of the 

reported problems also involved an element of discrimination, according to those 

experiencing the problems. 

2.12 The figures above from the Wave 1 Report are based on the grouping of reported 

problems within the 15 categories decided upon by the survey designers. However, 

an objective of this research is to estimate the demand for six categories: Welfare 

Benefits, Debt, Consumer and Finance, Housing and Neighbour, Employment, and 

Discrimination. Although these six categories certainly have corollaries within the 15 

problems (plus discrimination) presented in the Wave 1 Report, they are not 

identical. A brief description of each of the six National Advice Network Social 

Welfare categories is given below.   
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2.13 Debt problems may include being behind or unable to pay credit cards, loans, bills, 

taxes or fines. Less formal problems, such as debts to family or friends, may also be 

advised upon. Debt advice can also be given to those who find themselves several 

rent or mortgage payments in arrears, or those who suffer unreasonable 

harassment from parties trying to collect the debt. Estimates for the incidence of 

debt problems in England and Wales based on the Civil and Social Justice Panel 

Survey (Wave 1) (University College London. Faculty of Laws 2015) are given 

below.  

Table 2.2: Sample incidence of justiciable debt problems in England and Wales 
 

  Frequency Percentage Cumulative percentage 

No debt problems 3362 92.8 92.8 

One debt problem 210 5.8 98.5 

Two debt problems 45 1.2 99.8 

Three debt problems 6 0.2 100 

Four debt problems 1 0 100 

Total (excluding missing data) 3624 100   

Total (including missing data) 3806   

 

2.14 Benefit problems include issues of entitlement and access to the range of state 

benefits and other allowances such as the state pension. Such problems may also 

include errors in assessment or unreasonable time processing claims/applications 

for welfare benefits. 

Table 2.3: Sample incidence of justiciable benefit problems in England and Wales 
 

 Frequency Percentage Cumulative percentage 

No benefit problems 3416 93.6 93.6 

One benefit problem 214 5.9 99.5 

Two benefit problems 15 0.4 99.9 

Three benefit problems 3 0.1 100 

Total (excluding missing data) 3649 100  

Total (including missing data) 3806   
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2.15 Housing and neighbour problems may be associated with planning permission, 

major disruption of utilities, selling or buying property, mortgage arrears or 

repossession of the home. Tenants in rented accommodation may also seek advice 

on unsafe or unsuitable living conditions, landlord repairs, the return of deposits, and 

eviction or the threat of eviction. Additionally, advice can be given on tenancy 

agreements, arrangements for paying bills, securing paperwork, and the transfer of 

leases or tenancies. The category also includes problems due to the antisocial 

behaviour of neighbours or flatmates and harassment from landlords.        

Table 2.4: Sample incidence of justiciable housing and neighbour problems in England and 
Wales 

 

 Frequency Percentage Cumulative percentage 

No housing or neighbour problems 3126 84.1 84.1 

One housing or neighbour problem 486 13.1 97.2 

Two housing or neighbour problems 93 2.5 99.6 

Three housing or neighbour problems 10 0.3 99.9 

Four housing or neighbour problems 3 0.1 100 

Total (excluding missing data) 3717 100  

Total (including missing data) 3806   

 

2.16 Employment problems include issues over dismissal, being threatened with 

dismissal, being made redundant or being unfairly rejected for a job or promotion. 

Employment advice can also address pay or pension entitlements, rights such as 

maternity leave, sickness pay, holiday entitlement, working hours, and changes to 

the conditions of employment. Employment problems may also stem from 

harassment at work, dangerous working conditions, injury, or other workplace 

grievances. 

Table 2.5: Sample incidence of justiciable employment problems in England and Wales 
 

 Frequency Percentage Cumulative percentage 

No employment problems 3569 93.8 93.8 

One employment problem 204 5.4 99.1 

Two employment problems 32 0.8 99.9 

Three employment problems 2 0.1 100 

Total 3806 100  
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2.17 Poor financial advice. The category also covers financial disputes with the state, 

e.g. over taxes or student loans, and personal disagreements such as inheritance or 

compensation claims.  

Table 2.6: Sample incidence of justiciable consumer and finance problems in England and 
Wales 

 

 Frequency Percentage Cumulative percentage 

No consumer or finance problems 3362 88.8 88.8 

One consumer or finance problem 402 10.6 99.4 

Two consumer or finance problems 24 0.6 100 

Total (excluding missing data) 3788 100  

Total (including missing data) 3806   

 

2.18 Discrimination problems could potentially overlap with any of the five problem 

categories described above, if it were judged that the issue involved discrimination 

on the basis of age, race, disability, gender, sexual orientation or religion. The Civil 

and Social Justice Survey only investigates discrimination for a subset of problems, 

so the total sample size is reduced compared to the other categories. 

Table 2.7: Sample incidence of justiciable discrimination problems in England and Wales 

 

 Percentage of problems 
which may have involved 

discrimination 

Has experienced a consumer or finance problem in the last 18 months 4.53 

Has experienced a benefit problem in the last 18 months 4.17 

Has experienced a debt problem in the last 18 months 3.35 

Has experienced an employment problem in the last 18 months 8.16 

Has experienced a housing problem in the last 18 months 2.56 

Total 4.02 

n=1,785 

 

2.19 Some of the 104 problems with which the survey respondents were presented have 

been placed in more than one of the six advice categories, reflecting the fact that 

some problems truly sit between categories whilst others actually span categories 

and are complex enough to require multiple forms of advice. For example, rent 

arrears leading to a risk of eviction may be considered either a debt or a housing 

problem, and good advice may consider both elements. Where appropriate, though, 

the figures presented above have therefore been subject to weighting to try to 
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mitigate double counting. Through its construction, all problems warranting 

discrimination advice also sit within at least one other advice category. 

2.20 The sampling scheme of the survey is not optimised to produce figures for Wales 

alone 2; the geographical spread of the respondents within Wales is quite limited and 

the number of justiciable problems within the subsample is small. That being said, 

the survey data do contain some indication that justiciable problems in England and 

Wales may differ to some extent. By analysing the mix of justiciable problems 

experienced by residents of England and Wales separately, it appears that 

consumer and finance issues are more prominent (relatively) in England, whilst 

housing and neighbour, benefits, debt and employment problems may be slightly 

more prominent (relatively) in Wales.  This is depicted in the pie charts below. 

Figure 2.1: Relative balance of the six justiciable problem categories in England, based on 

sample data from the Civil and Social Justice Panel Survey (Wave 1, 2010) 

 

 

 

 

 

 

 

 

 

 

 

            

n=2,125 

 
 

  

                                            
2
 The results presented in the Findings section partially overcome this problem by using model-based 

estimates 
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Figure 2.2: Relative balance of the six justiciable problem categories in Wales, based on 
sample data from the Civil and Social Justice Panel Survey (Wave 1, 2010) 

 

 

  
  

 
 

The estimation problem 

2.21 The sample generated by Wave 1 of the Civil and Social Justice Panel Survey is 

expected to produce very good estimates of the true propensity for justiciable 

problems in ‘England and Wales’ (combined). But the objective of this study is to 

create some means of estimating quantitatively the need for advice in six social 

welfare categories for each of the 22 local authority areas of Wales. When the 

sample is broken down between local authorities it becomes extremely stretched, 

with each local authority having either a very small sample size or no sample at all. 

This would lead to a high level of uncertainty in conventional ‘direct estimates’ for 

areas with a small sample size, whilst areas with a sample size of 0 could not be 

estimated at all.  

2.22 When faced with this type of estimation problem, a common-sense approach is to 

only make estimates at levels of geography which do have a reasonable sample 

size. These are known as ‘pooled estimates’, as the small sample sizes of local 

authorities would effectively be pooled together into larger geographical entities. For 

example, the small sample size in Pembrokeshire could be partly compensated for 

by pooling the sample with other local authorities in west Wales. However, this 

introduces an assumption that neighbouring local authorities have a similar rate of 
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justiciable problems. In practice, there is little reason to believe that this assumption 

is valid, and pooled estimates may therefore suffer from severe bias.  

2.23 Given the weaknesses of both ‘direct’ and ‘pooled’ estimates, practitioners, 

administrators and academics have increasingly turned to predictive needs 

modelling (Law, J.; Assenti, S.; Barton, G.; Kirsty McKissock Market Research UK 

Ltd; Baker, D.; Barrow, S; SeeIT Ltd. 2004; Bevan, G, Davis G and Pearce J 1999).  

For example, the Community Legal Service (CLS) ‘Small Area Predictive Needs 

Models’ (Pleasence, P, Buck, A, Goriely, T, Taylor J, Perkins, H and Quirk, H 

2001) developed in England used proxies to indicate the need for legal help for 

various categories of social welfare law. Predictive models were constructed for 

debt, housing, employment, welfare benefits, health and community care, and 

immigration. Each of these models produced an index of need for local areas. A 

range of data sources were used to construct each index, including the number of 

workers in different industrial sectors, industrial tribunals, trade union membership, 

homelessness, the number of people claiming unemployment benefits, the number 

of residents with a long-term, limiting illness, the number of people expected to 

receive psychiatric in-patient care, and the number of people in receipt of disability 

benefits.  

2.24 This research is notable for considering a wide range of data sources, which may 

well serve as useful proxies for justiciable problems. But subsequent papers have 

suggested that such approaches should be based on a firmer empirical grounding 

(Law, J.; Assenti, S.; Barton, G.; Kirsty McKissock Market Research UK Ltd; 

 Baker, D.; Barrow, S; SeeIT Ltd. 2004; Baker, B & Barrow, S. 2006). They suggest 

that analysis should first be undertaken to fully justify the choice of factors which 

contribute towards the index scores, as well as the extent to which different factors 

should contribute to a particular index.  

2.25 Similar critiques can be made of other early examples of predictive needs modelling, 

such as the deprivation-based ANARAK method (The Advice Needs Assessment & 

Resource Allocation Kit developed by Michael Bell Associates). Whilst it may seem 

reasonable to assume a strong link between deprivation and certain types of 

justiciable problems, the failure to empirically quantify the nature of these types of 

relationships is a weakness of these approaches. Confidence in estimates can be 

undermined if the methodological decisions are not seen as being ‘data-driven’. 

Although frontline organisations which provide advice may collect some data on the 

profile of their service users, this does not represent segments of the population 
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which may have a latent demand for advice on justiciable problems but do not 

currently access support services. 

2.26 One way of using the data itself to suggest good proxies for justiciable problems is 

to use regression techniques on high-quality survey data. Regression models 

achieve this by making use of correlations within data to quantify the relationships 

between justiciable problems and other variables. The method essentially comprises 

five key steps: 

i. Source a dataset which includes a record of justiciable problems 

experienced by a sample of people, along with other variables which give 

further information about these individuals. 

ii. Use these variables to model the prevalence of different types of justiciable 

problems using regression analysis. In doing so, produce formulae which 

quantify the relationships between the justiciable problems and the 

variables which are correlated with them. 

iii. Source a second dataset for a larger sample size of people/areas which 

need only include the variables which are important predictors of justiciable 

problems — it need not contain a record of the justiciable problems 

themselves (which means that larger surveys which do not ask about 

justiciable problems can potentially be used). 

iv. Apply the formulae from the regression analysis to the variables in the 

second dataset. In doing so, estimates can be produced of the prevalence 

of justiciable problems for each area in the second dataset, regardless of 

the number of respondents from that area who responded to the first survey 

about justiciable problems. 

v. Multiply the prevalence of the justiciable problems by the (adult) population 

size for every area to produce absolute estimates of the number of 

justiciable problems in each.   
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2.27 A good example of this general approach is the work developed by the Money 

Advice Service and CACI (Money Advice Service / CACI 2016) The study combines 

answers to three debt surveys and then appends each respondent record to 

demographic, attitudinal and behavioural variables from a consumer database. This 

provides a rich dataset on which to build a regression model of debt behaviour. The 

relationships between the explanatory variables and the justiciable problem (in this 

case, debt) are statistically tested and quantified during the regression procedure. 

By then applying the regression coefficients to a large commercial database (CACI’s 

Ocean database), predictions are made as to the debt situation of millions of 

individuals who had not completed the original debt survey. 

2.28 However, the NAN wishes to develop a methodology which relies only on publicly 

available data, which rules out the use of large consumer databases such as that 

used in the Money Advice Service study. A method based on publicly available data 

can be repeated at low cost and has greater transparency than one built upon 

commercial data. 

2.29 The Venn diagram below summarises the necessary characteristics of the two 

datasets required for this study and the relationship between them. 

Figure 2.3: Venn diagram showing the composition and relationship between the two 
datasets used in the methodology 
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2.30 In this study, Dataset 1 is predominantly composed of data from the Civil and Social 

Justice Panel Survey, which has already been discussed in some detail, whilst 

Dataset 2 is largely drawn from the National Survey for Wales (Welsh Government 

2015b).  The National Survey for Wales is designed to be representative of all adults 

aged 16 years or over living in private households. It is designed to achieve an 

effective sample size of at least 600 for each local authority. The sample was drawn 

from a random selection of addresses in Wales using the Postcode Address File. 

Detailed information can be found in the Technical Report (Welsh Government 

2015v). The survey is expected to be repeated regularly in the future, which should 

allow for estimates to be updated.  

2.31 Both datasets are also appended to some additional variables available from the 

ONS, as described in Sections 1 and 3 of the Methodological Note  

2.32 Generalised linear regression (with a logit link function and while assuming a 

binomial distribution) was used to model the prevalence of justiciable problems 

using Dataset 1. Generalised linear regression (Nelder, John; Wedderburn, 

Robert 1972)  can be configured to allow for rates to be modelled (i.e. the 

prevalence of justiciable problems in the population). This is preferable to using an 

ordinary least squares model, which is not well suited to measuring rates as it allows 

estimates to take any value (whereas rates must be ‘bounded’ within certain limits).  

Five ‘area-level’ models have been developed for the categories of ‘Debt Problems’, 

‘Benefit Problems’, ‘Housing and Neighbour Problems’, ‘Employment Problems’ and 

‘Consumer and Finance Problems’.  

2.33 As literature suggests that both macro (area/national) and micro (individual) factors 

could be usefully correlated with justiciable factors, a prior round of modelling at the 

individual level was also undertaken using logistic random effects models 

(Henderson, C. R. “Estimation of Variance and Covariance 

Components.” Biometrics, vol. 9, no. 2, 1953, pp. 226–252). These models 

quantified the factors which are associated with an individual having an increased or 

decreased risk of experiencing a debt, employment or benefit problem. The resulting 

‘individual risk factors’ (averaged for each local authority) were then considered 

covariates within the final area-level models. The variables in each model, their 

estimated coefficients (which quantify the mathematical relationship with the 

justifiable problem), and their significance values (which indicate how much 

statistical confidence can be put in the relationship) are presented in the 

Methodological Note  

https://en.wikipedia.org/wiki/John_Nelder
https://en.wikipedia.org/wiki/Robert_Wedderburn_(statistician)
https://en.wikipedia.org/wiki/Robert_Wedderburn_(statistician)
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2.34 The accuracy of the models can, to some extent, be demonstrated by comparing the 

direct survey estimates of the prevalence of the problems in sampled local 

authorities to the model-based estimates. Overall, this comparison suggests that the 

model-based and direct estimates show reasonably similar patterns of prevalence 

rates throughout the areas. The model-based estimates for debt problems and 

benefit problems achieve a correlation of .88 and .87, respectively, with the direct 

estimates, whilst the corresponding figures for housing and neighbour problems, 

consumer and finance problems and employment problems are .69, .63 and .52, 

respectively. It is suggested that this information be used as a guide as to the 

relative confidence that should be placed in the final estimates, with a high 

correlation coefficient likely to be indicative of a good model. The Money Advice 

Service also allowed the research team early access to their estimates of 

indebtedness for validation purposes. More information on the validation of 

estimates can be found in the Methodological Note. 

2.35 By applying the regression coefficients (in the appropriate formulation) to Dataset 2, 

estimates of the prevalence rates of the six types of justiciable problems can be 

made for each local authority. To calculate the number of problems in each local 

authority the prevalence rates are multiplied by the estimated population (aged 16 

years or over) for each area. As some problems can fall into more than one of the 

categories, it is also necessary to apply additional weights to avoid double counting3. 

A guide to exactly how the regression coefficients are applied to Dataset 2 to 

produce the estimates is given in the Methodological Note. This guide can be used 

to refresh the estimates as new data (such as future releases of the National Survey 

for Wales) become available and should be used in conjunction within the 

methodological guidance (presented in the Methodological Note).  

  

                                            
3
 Welfare benefits weight = 0.9588. Housing weight = 0.9767. Debt weight = 0.9522. Consumer and finance 

weight = 0.9953. Employment weight = 1. 
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Limitations of model-based estimates 

2.36 Statistical models are, by definition, overly simplistic. By making use of a relatively 

small number of explanatory variables, the models are able to efficiently 

approximate the distribution of justiciable problems. However, there is some 

variation for which the models cannot account and the resulting estimates must be 

treated as estimates.  

2.37 One clear weakness is that the surveys upon which the models are built exclude 

certain groups of people and do not measure some factors which would be needed 

to construct more comprehensive explanatory models. The method also requires 

variables to be available in both Dataset 1 and Dataset 2, which further restricts the 

set of explanatory variables which can be included in the models.  

2.38 Complex local circumstances can also have a profound effect on justiciable 

problems, and the models may fail to capture this fully. The model-based estimates 

have been validated against direct estimates and shown to be a reasonable guide to 

the general pattern of different types of justiciable problems throughout England and 

Wales, but the models are likely to work better for some areas than for others.  

2.39 Although it is not possible to say where any inaccuracy in the estimates may occur, 

some general tendencies of model-based estimates can be described, and may be 

useful to keep in mind when interpreting the findings. Overall, model-based 

estimates of the type presented in this report (also known as ‘synthetic’ estimates) 

tend to underestimate the true amount of variance which exists between areas. The 

effect of this conservatism is that estimates may be pulled towards the overall 

average so that very high levels of justiciable problems may be underestimated and 

very low levels overestimated.   

2.40 However, there may be other sources of bias which act in different directions. For 

example, the models assume linearity in the statistical relationships between the 

explanatory variables and the justiciable problems. But this assumption may fail at 

the extremes if ‘ceiling’ or ‘floor’ effects exist which curtail the linear relationship. For 

example, a model may find that as the percentage of residents employed in 

professional occupations increases by one percentage point the rate of debt 

problems in a local authority decreases by one point. Whilst the logic of the model 

may theoretically suggest that an area with over 50% of professionals would have 

zero debt problems it seems extremely unlikely that this would be the case. This 
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could mean that estimates for local authorities which are unusually homogenous, in 

terms of the explanatory variables, may be less accurately estimated.  

2.41 One way of understanding this issue is to consider the differences between England 

and Wales. The models are based on a sample of local authorities throughout 

England and Wales, but which is, in practice, dominated by data from England. The 

statistical relationships within the models hold true across this dataset, but areas 

which are particularly atypical of this dataset may be less well accounted for by the 

model. For example, there may be local authorities in Wales which are atypical 

because they are very rural, or particularly homogenous in terms of jobs or housing 

tenure. This does not necessarily mean that the estimates for such areas are 

inaccurate, merely that the statistical relationships which underpin the models have 

not been tested in areas of this type. 

2.42 Finally, there is an assumption that the relationships described by the models hold 

true over time. It is possible that some of these relationships will evolve over time. 

For example, new government policy, macroeconomic events or changes in labour 

or product markets could make some groups more (or less) susceptible to justiciable 

problems in ways that the models do not currently capture. However, many of the 

relationships between justiciable problems and socioeconomic variables are quite 

well established and it would be a surprise if these changed dramatically in the 

medium term.    
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3. Findings 

Estimated prevalence of justiciable problems 

3.1 The tables below show the estimated prevalence of five types of justiciable problems 

for each local authority in Wales. ‘Prevalence’ refers to the number of problems 

expected to occur for every 100 residents (aged 16 years or over) within an 18-month 

period. For example, a randomly selected 100 residents (aged 16 years or over) from 

the Isle of Anglesey would be expected to suffer seven justiciable problems with 

benefits within an 18-month period.  

3.2 This does not necessarily mean that seven per cent of the residents of Anglesey 

suffer from justiciable problems with benefits, as some residents may experience 

multiple benefit problems. Similarly, some of the residents who experience benefit 

problems may be the same residents who experience other types of problems, such 

as employment or debt problems. The table therefore corresponds to the prevalence 

of problems amongst local populations, not the percentage of residents who 

experience them. 
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Table 3.1: Estimated prevalence of justiciable problems per 100 people within an 18-month 
period, by local authority  
 

Area Benefits Employment 
Housing and 

Neighbour 
Debt 

Consumer and 
Finance 

Isle of Anglesey 7.19 7.23 13.10 8.80 2.33 

Gwynedd 7.77 7.62 22.55 10.15 2.03 

Conwy 7.29 6.50 16.30 9.34 2.11 

Denbighshire 6.83 6.60 11.90 8.63 2.00 

Flintshire 7.15 7.31 17.40 11.62 1.99 

Wrexham 8.10 7.15 22.67 14.94 2.30 

Powys 5.83 5.61 14.72 9.02 1.47 

Ceredigion 5.22 5.12 18.53 8.17 1.41 

Pembrokeshire 6.26 5.53 13.15 10.95 1.84 

Carmarthenshire 6.35 6.04 12.66 10.29 2.08 

Swansea 8.09 6.34 22.47 9.31 1.97 

Neath Port Talbot 7.44 6.91 14.85 11.19 2.15 

Bridgend 8.54 7.15 17.19 13.01 2.30 

Vale of Glamorgan 6.81 7.04 13.18 7.63 1.26 

Cardiff 6.80 6.37 19.08 7.14 1.40 

Rhondda Cynon Taf 8.42 6.87 14.74 11.22 1.65 

Merthyr Tydfil 8.55 6.12 12.21 12.08 2.24 

Caerphilly 8.35 6.14 16.03 12.05 2.04 

Blaenau Gwent 7.67 6.55 18.91 12.85 2.03 

Torfaen 8.97 7.36 18.28 14.69 2.82 

Monmouthshire 5.84 6.06 20.45 10.96 1.56 

Newport 8.00 7.50 18.29 10.05 1.70 

 

Colour gradients apply within each column. Red signifies a relatively high prevalence rate of a 
particular type of justiciable problem, whilst green signifies a relatively low rate4. These figures are 
estimates and may therefore be subject to inaccuracies. Complex local circumstances can have a 
profound effect on justiciable problems and model-based estimates may be more accurate for some 
areas than for others (see Chapter 2 for more information). 

Estimated number of justiciable problems 

3.3 The table below shows the estimated number of justiciable problems in the five 

categories for each local authority. This is calculated by applying the prevalence 

rates to the estimated number of residents aged 16 years or over in each local 

authority (with some slight weighting, as described in the methodology). The table 

shows, as an example, that 12,724 employment problems would be expected to arise 

in Swansea during an 18-month period.  

3.4 The figures relate to an 18-month timeframe. A recent survey finds that six out of 10 

respondents (61 per cent) report that their problem had been concluded by the time 

                                            
4
 Colour scales produced through the Conditional Formatting tool on Microsoft Excel where green signifies a 

low value and red signifies a high value. 
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they were interviewed at the end of the 18-month period (Franklyn, F., Budd, T., 

Verrill, R. and Willoughby, M. 2017). It can therefore be estimated that approximately 

four out of 10 (39 per cent) of the problems indicated in the table above are ongoing 

at any particular point in time.  

 
Table 3.2: Estimated number of justiciable problems within an 18-month period, by local 
authority 
 

Area Benefits Employment 
Housing and 

Neighbour 
Debt 

Consumer and 
Finance 

Isle of Anglesey 3998 4193 7421 4860 1345 

Gwynedd 7599 7772 22465 9858 2061 

Conwy 6801 6325 15490 8653 2043 

Denbighshire 5082 5122 9019 6377 1545 

Flintshire 8617 9189 21362 13908 2490 

Wrexham 8558 7879 24400 15677 2523 

Powys 6210 6233 15973 9542 1625 

Ceredigion 3183 3256 11510 4948 893 

Pembrokeshire 6128 5646 13113 10646 1870 

Carmarthenshire 9279 9205 18844 14932 3155 

Swansea 15568 12724 44047 17792 3935 

Neath Port 
Talbot 

8296 8036 16868 12392 2489 

Bridgend 9539 8330 19560 14432 2667 

Vale of 
Glamorgan 

6791 7322 13388 7556 1304 

Cardiff 18992 18556 54285 19805 4059 

Rhondda Cynon 
Taf 

15605 13280 27829 20652 3174 

Merthyr Tydfil 3951 2950 5748 5544 1075 

Caerphilly 11689 8964 22858 16752 2964 

Blaenau Gwent 4229 3766 10620 7036 1162 

Torfaen 6450 5520 13391 10491 2105 

Monmouthshire 4312 4666 15380 8036 1196 

Newport 9059 8858 21097 11302 1998 

 
The colour gradients apply within each column. Red signifies a relatively high number of problems 
(within that category), whilst green signifies a relatively low number. These figures are estimates and 
may therefore be subject to inaccuracies. Complex local circumstances can have a profound effect 
on justiciable problems and model-based estimates may be more accurate for some areas than for 
others. 
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Estimated total number of justiciable problems 

3.5 The following table shows the total number of estimated justiciable problems across 

all five of the categories used in this study, and the number which are estimated to 

involve discrimination, too. For example, the chart shows that residents of Blaenau 

Gwent are expected to experience 26,812 justiciable problems (across the five 

categories used in this study) during an 18-month period, 1,044 of which may also 

include discrimination.  

3.6 Note that the scope of this study is limited to the five categories of justiciable 

problems which have been described (see Chapter 2). The figures do not therefore 

include other problems, such as issues with the school system, with clinical 

treatments or with legal issues arising from divorce or child protection issues.  

3.7 The estimates of the number of discrimination problems are based on the proportion 

of different types of problems which tend to involve discrimination, too, throughout 

England and Wales. Therefore, whilst the estimates take into consideration the 

unique mix of different types of problems within each area, they do not take into 

account special circumstances which may have an influence on local levels of 

discrimination. For example, the presence of large migrant populations and the 

extent to which integration has been successful are also expected to be important 

factors in the prevalence of some forms of discrimination and may not be adequately 

reflected in the estimates.  
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Table 3.3: Estimated number of justiciable problems and the number estimated to involve 
discrimination within an 18-month period  
 

Local authority 
Total number of justiciable 

problems 
Number of these problems which 

may involve discrimination 

Isle of Anglesey 21818 923 

Gwynedd 49755 1950 

Conwy 39313 1579 

Denbighshire 27144 1144 

Flintshire 55566 2235 

Wrexham 59038 2264 

Powys 39584 1570 

Ceredigion 23790 899 

Pembrokeshire 37403 1493 

Carmarthenshire 55415 2264 

Swansea 94066 3589 

Neath Port Talbot 48081 1961 

Bridgend 54528 2183 

Vale of Glamorgan 36360 1536 

Cardiff 115697 4543 

Rhondda Cynon Taf 80540 3282 

Merthyr Tydfil 19268 787 

Caerphilly 63228 2500 

Blaenau Gwent 26812 1044 

Torfaen 37957 1509 

Monmouthshire 33589 1278 

Newport 52313 2110 

 

The colour gradients apply within each column. Red signifies a relatively high number of 
problems, whilst green signifies a relatively low number. These figures are estimates and 
may therefore be subject to inaccuracies. Complex local circumstances can have a 
profound effect on justiciable problems and model-based estimates may be more accurate 
for some areas than for others. 

 

Types of advice 

3.8 The second and third objectives of this study are to disaggregate the estimates 

according to the need for different types of advice (information, general help, and 

specialist help). The Information and Advice Quality Framework for Wales (Welsh 

Government 2016c) states that the existence of this range of types of advice is 

important in ensuring that people have access to the right support at the right time. 

The definitions of the types of advice below are based on those given in the IAQF5. 

                                            
5 The IAQF suggests a more complex categorisation of advice types than that used in this study, with five 

different categories. Nevertheless, the categorisation used in this report approximates that of the IAQF. 
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Information provision 

3.9 Clients are given the information that they need in order to know more and do more 

about their situation. It can include providing information about policies, rights and 

practices, as well as local and national services and agencies which may be able to 

offer the client further help. Responsibility for any further action rests with the client. 

Example 

A client emails an adviser to ask for information on discrimination in pregnancy. The 

adviser replies and provides links to relevant, trusted websites. 

 

General help 

3.10 The client’s problem is diagnosed and any related legal matters are identified; 

options and relevant legislations are considered with reference to the client’s specific 

circumstances. This may include identifying the implications and consequences of 

taking action and advice on the steps which need to be taken to implement the 

action. Advice may take place on more than one occasion for the same problem. 

Example 

A client has decided to attend the Local Authority Homelessness Service after 

receiving a Section 21 notice from his landlord, but seeks independent advice first. 

The adviser explains the legal rights of the client and the legal duties of the council to 

provide assistance. The adviser also explains the processes and the likely outcomes 

of different scenarios, depending on the council’s decision. For example, if the 

council were to accept a ‘help-to-secure’ duty, the adviser would explain how the 

client could receive assistance through accessing a bond scheme. The adviser also 

outlines appeal rights and time limits should the client not agree with the local 

authority’s decision. 
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3.11 General help may also include casework in which action is taken on behalf of the 

client to move the case onwards. This could include negotiating on behalf of the 

client with third parties on the telephone, by letter or face-to-face. It will involve the 

advice provider taking responsibility for follow-up work. 

Example 

A client has been turned down for Employment and Support Allowance (ESA) and 

wishes to appeal. The following activities may take place through several forms of 

contact with the client. The adviser writes to the client’s doctor asking for medical 

evidence to support the client’s appeal. The adviser prepares a submission and 

sends it to the Department for Work and Pensions on the client’s behalf. The adviser 

explains to the client what will happen at the appeal hearing. 

 

Specialist advice 

3.12 This concerns advice on which very detailed knowledge of an area of law and case 

law is required. This usually means that it is delivered by advisers who have the 

necessary depth of legal knowledge and expertise to undertake the representation of 

clients through the courts or tribunal. 

Example 

The client is taking a case for unfair dismissal to an Employment Tribunal after being 

dismissed for a dispute over a holiday. The adviser, while acting as the client’s 

representative, analyses the formal response from the employer and continues to 

correspond with the employer, the Advisory, Conciliation and Arbitration Service 

(ACAS), and the tribunal on the client’s behalf. The adviser will negotiate an 

acceptable settlement for the client or prepare for and represent the client at the 

tribunal hearing. 

 

Preventative advice 

3.13 Although some problems can only be dealt with reactively after they have occurred, 

others can, to some extent, be mitigated (if not avoided entirely) through targeted, 

preventative advice.  
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Example 

A client is anticipating a reduction in income and is concerned about meeting all of 

their commitments. An adviser provides the client with a budget planner and 

discusses ways in which to maximise income and prioritise spending, explaining the 

different types of priority and non-priority debts. 

 

3.14 Correctly judging the most appropriate form of advice to administer is best achieved 

by skilled practitioners on a case-by-case basis, with a good understanding of both 

the problem and the individual experiencing that problem. The approach taken by this 

study cannot reach that level of subtlety and the resultant figures should therefore be 

treated as a guide only.  A problem-based approach has been taken in which each of 

the 104 specific problems has been classified by practitioners according to the 

type(s) of advice likely to be relevant.  Based on analysis of the relative incidence of 

each of the specific types of problems with which the six categories are associated 

(using data from the Civil and Social Justice Panel Survey), the advice needs for 

each of the six categories can be estimated. 

3.15 Information provision is appropriate for all justiciable problems, and the chart below 

therefore shows very high levels of need across all of the categories. However, 

support needs do differ between the different categories of problems. For example, 

more preventative advice may be needed for debt problems than for housing and 

neighbour problems, despite housing and neighbour problems generally being more 

common. Similarly, specialist advice is disproportionately important for problems 

which may involve discrimination, whilst preventative advice could play a larger role 

in combatting consumer and finance problems. 
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Figure 3.1: Estimated need for different types of advice on justiciable problems in Wales 
within an 18-month period 

 

3.16 As problems can be addressed through more than one form of advice, the figures 

presented above sum far more than the total number of estimated justiciable 

problems. The inference of this is not that problems necessarily require each and 

every form of advice to the levels shown in the table. Although the exact relationship 

between different forms of advice is unclear, it is expected that investment in 

information and preventative advice, up to a maximum of that suggested by the table, 

would, over time, reduce the need for general or specialist advice from the totals 

shown in the table. However, this report makes no recommendations as to the 

optimal mix of different types of advice provision. 

 

Estimated need for specialist advice 

3.17 The estimated need for specialist advice is broken down in the chart below for each 

local authority. For example, the chart shows that residents of Powys are estimated 

to experience 7,920 debt problems which would benefit from specialist advice within 

an 18-month period.   
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Table 3.4: Estimated need for Specialist Advice on justiciable problems within an 18-month 
period, by local authority  
 

Local authority Benefits Employment 
Housing 

and 
Neighbour 

Debt 
Consumer 

and Finance  
Discrimination 

Isle of Anglesey 3119 4068 4082 4034 498 
 

923 

Gwynedd 5927 7539 12356 8182 763 
 

1950 

Conwy 5305 6135 8520 7182 756 
 

1579 

Denbighshire 3964 4968 4961 5293 572 
 

1144 

Flintshire 6721 8913 11749 11544 921 
 

2235 

Wrexham 6676 7643 13420 13012 933 
 

2264 

Powys 4844 6046 8785 7920 601 
 

1570 

Ceredigion 2483 3159 6331 4107 330 
 

899 

Pembrokeshire 4780 5477 7212 8836 692 
 

1493 

Carmarthenshire 7237 8929 10364 12394 1167 
 

2264 

Swansea 12143 12343 24226 14767 1456 
 

3589 

Neath Port 
Talbot 

6471 7795 9277 10285 921 
 

1961 

Bridgend 7441 8080 10758 11979 987 
 

2183 

Vale of 
Glamorgan 

5297 7102 7363 6271 483 
 

1536 

Cardiff 14814 17999 29857 16438 1502 
 

4543 

Rhondda Cynon 
Taf 

12172 12881 15306 17141 1175 
 

3282 

Merthyr Tydfil 3082 2861 3161 4602 398 
 

787 

Caerphilly 9117 8695 12572 13904 1097 
 

2500 

Blaenau Gwent 3298 3653 5841 5840 430 
 

1044 

Torfaen 5031 5354 7365 8707 779 
 

1509 

Monmouthshire 3363 4526 8459 6670 442 
 

1278 

Newport 7066 8592 11603 9380 739 
 

2110 

 

The colour gradients apply to the table as a whole. Red signifies a relatively high level of need, 
whilst green signifies a relatively low level. The figures above are estimates and may therefore be 
subject to inaccuracies. Complex local circumstances can have a profound effect on justiciable 
problems and model-based estimates may be more accurate for some areas than for others. 

 

Estimated need for preventative advice 

3.18 The table below shows the need for preventative advice for each local authority 

across the different categories of problems. For example, the chart shows that within 

an 18-month period, residents in Newport are expected to experience 6,885 

problems with welfare benefits which could be supported (and perhaps avoided) 

through preventative advice.  
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Table 3.5: Estimated need for Preventative Advice on justiciable problems within an 18- 
month period, by local authority 
 

Local authority Benefits Employment 
Housing 

and 
Neighbour 

Debt 
Consumer 

and 
Finance 

 
Discrimination 

Isle of Anglesey 3039 1845 3488 3937 1345 
 

498 

Gwynedd 5775 3420 10559 7985 2061 
 

1053 

Conwy 5169 2783 7280 7009 2043 
 

852 

Denbighshire 3862 2254 4239 5165 1545 
 

618 

Flintshire 6549 4043 10040 11266 2490 
 

1207 

Wrexham 6504 3467 11468 12698 2523 
 

1223 

Powys 4720 2742 7507 7729 1625 
 

848 

Ceredigion 2419 1433 5410 4008 893 
 

486 

Pembrokeshire 4657 2484 6163 8623 1870 
 

806 

Carmarthenshire 7052 4050 8857 12095 3155 
 

1222 

Swansea 11831 5599 20702 14412 3935 
 

1938 

Neath Port 
Talbot 

6305 3536 7928 10037 2489 
 

1059 

Bridgend 7250 3665 9193 11690 2667 
 

1179 

Vale of 
Glamorgan 

5161 3222 6292 6120 1304 
 

829 

Cardiff 14434 8165 25514 16042 4059 
 

2453 

Rhondda Cynon 
Taf 

11860 5843 13079 16728 3174 
 

1772 

Merthyr Tydfil 3003 1298 2702 4491 1075 
 

425 

Caerphilly 8883 3944 10743 13569 2964 
 

1350 

Blaenau Gwent 3214 1657 4991 5699 1162 
 

564 

Torfaen 4902 2429 6294 8498 2105 
 

815 

Monmouthshire 3277 2053 7228 6509 1196 
 

690 

Newport 6885 3897 9916 9154 1998 
 

1139 

 

The colour gradients apply to the table as a whole. Red signifies a relatively high level of 
need, whilst green signifies a relatively low level. The figures above are estimates and may 
therefore be subject to inaccuracies. Complex local circumstances can have a profound 
effect on justiciable problems and model-based estimates may be more accurate for some 
areas than for others. 

 

  



40 

4. Conclusions 

4.1 The need for advice within each Welsh local authority has been estimated through a 

model-based estimation of the prevalence of different types of justiciable problems. 

The models are fitted to data sourced from the Civil and Social Justice Survey 

(University College London. Faculty of Laws 2015), which include prompted 

responses (using showcards) to questions on whether or not different types of 

justiciable problems have been experienced by survey respondents. These 

questions are used to derive the dependent variables for the models. The 

independent variables are derived from demographic data generated from the Civil 

and Social Justice Panel Survey, with some additional data stemming from Office for 

National Statistics (ONS) sources. The choice of independent variable is informed 

by past studies, their predictive power, and the statistical significance of 

relationships after testing. The final models are generalised linear regression models 

at the local authority level, but include individual risk factors resulting from a prior 

round of logistic modelling at the individual level. An analysis of predicted and 

observed values based on these 2010 data was undertaken to indicate the ability of 

the models to accurately predict the prevalence of justiciable problems.       

4.2 The Civil and Social Justice Survey does not provide an adequate sample size 

throughout Wales, nor is it recent or expected to be frequent enough, to provide 

ongoing credible estimates for the current prevalence of justiciable problems. 

Therefore, the regression coefficients obtained from the modelling process are 

applied to a second dataset in order to make more timely estimates for every Welsh 

local authority. This second dataset is primarily composed of variables from the 

more recent and frequent National Survey for Wales (Welsh Government 2015c) 

and supplemented by freely accessible ONS data. This second dataset does not 

itself include any information on justiciable problems but, by design, includes all of 

the independent variables used in the regression models. This allows for prevalence 

estimates (i.e. the rate of justiciable problems in the population) to be calculated for 

each local authority in Wales by applying6 the coefficients generated during the 

modelling process to the variables in the second dataset. 

  

                                            
6
 Using the regression formulae 
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4.3 The prevalence estimates of justiciable problems are then applied to population 

estimates for each local authority to provide estimates of the total number of 

different problems in each area. Some small, downward adjustments are also 

applied to account for the possibility of double counting between the categories of 

justiciable problems (see Methodology for details). Finally, the estimated numbers of 

justiciable problems in each category are disaggregated by the type of advice which 

could be applicable to these problems. In doing so, estimates are made of the 

amount of specialist and preventative advice required to address the justiciable 

problems fully. This disaggregation is based on the typical advice needs of the mix 

of problems within each of the six categories of justiciable problems, as suggested 

by experienced practitioners.   

4.4 The findings show the distribution of different types of justiciable problems 

throughout Wales. In absolute terms, the greatest numbers of problems are found in 

population centres such as Cardiff and Swansea, followed by Rhondda Cynon Taf. 

However, these are not necessarily the areas with the highest prevalence rates. For 

example, Wrexham suffers from particularly high rates of housing and neighbour 

problems and debt problems, whilst Torfaen experiences high rates of problems with 

benefits, employment, debt, and consumer and finance. 

4.5 The findings also give an indication of where specialist and preventative advice is 

most needed. In relative terms, specialist advice is most important for debt, 

employment and discrimination problems, but in absolute terms, there is also a high 

demand for specialist advice in housing and neighbour problems, particularly in 

Cardiff and Swansea. Preventative advice is most important for consumer and 

finance, debt and welfare benefit problems. In absolute terms, though, there are 

similar levels of demand for preventative advice for debt problems and housing and 

neighbour problems. The need for preventative advice on housing and neighbour 

problems is particularly concentrated within Cardiff and Swansea, whilst the need for 

preventative advice on debt is more evenly spread throughout additional areas, such 

as Rhondda Cynon Taf, Caerphilly, Bridgend, Carmarthenshire, Wrexham, and 

Flintshire.  
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4.6 In conclusion, this report represents an independently developed methodology and 

set of estimates for required levels of advice on justiciable problems throughout 

Wales. However, the figures presented should be treated as estimates only and 

complex local factors may not have been accounted for by the statistical models 

upon which the estimates are based. Whilst this research is expected to be a useful 

source of information for the National Advice Network, Welsh Government, local 

service providers and other funders in their resource planning, it should be properly 

framed within a wider policy discussion which considers the potential severity of 

problems, their interconnectedness, and local insights.  
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