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OQur year at a gl an
| t

shire Citizens Advi ce
facts I n 2015/ 16

Everyone experiences probl e

NNearly 3L£A0l most 5 ti
") of our clients sa asheliirkely tionbemen a | o\
problem aFected t heiwhen vceosmparing | ocal Ci't
including causing anXdwitcye clients to Engl art
and pnancial diccul taynd Wal es popul ation
Who we help
[ | L;l
36,832 15,729 189, 906
i ssues dealt wpddplde rfreeltpegd vi sitors to online &
face to face, iyt iphemsagdvtihcee. or g.
email and webcQiatti zens Advice webs

How we do t hi s

20+ (120 +

| ocations where Wm\owlimiretéerese,, who donat e
connpdenti al advice acf£bmisl Wwoohnhh of volunteel
Wil tshire and surrounkowmgs alr®@sas year; and 6

staF deliver our servi

e vda rby | B e Mt0s%

clients have tsheeiid advice | mpfr ovwerd dlhieents repor

problem solvedl ives, i ncl udisgt irefdaictiingn wi t h tF
stress & i mpr owivnegr anlnlancsesvi ce

Al I of this benenpts i1 ndivid
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We Dbenenpt everyon:i

Our value 1 s shared across
WeAve used -apprewsdtripatdebd!l | ows us to put a ]
on a handful of key areas where we can evid
our advice provision and from working with

£1. 82£9. 94£13. 1

i n pnscal benhenptisn public vadalnudenepts to i nq

Saving to GoverwWiment econom cVahde to our cl
soci al benents
through reductions in through i ncome gz
health servicesdelmaas,i mproveemeaptss, debts wr
| ocal authoritiyn health, wela&abeéi aognsumer prot
homel essness <pawviiceispati on meslol ved
and -ofwtor Kk beneéeprnnesductivity
Our advice benémtaddi tion, odel pdvgcpepeopgl e tI
government andbéhepcial to wilkeradwiccetwe gi \
taxpayer Throagth hleépeoagnomgi r Eorly benepnts
to solve problexmamwlkee, throuighdhel gualgs. That
prevent detrimeoltve probl emst weobhghehel ping t
occurring or esic@hiapcagt | mphleisr oni glhirs at v
further. Un maoli emasels mMénsamakieml sihnandheir
saves money towedleing. Asidzt Hmroughngyl ai mi ng
government throogh savings (boougbt benept s,
preventing theraeeéededodemandt oeamt aerange t o ¢
the problem | aNHEE, orhere ar ewbieneeRnosr thoel pi ng
reduces the desmacnidebwn in peopbestmelt s nget r ec
government serbeéetesr sumbre cwh@uenhewnlave bec
as the NHS. Unablképiogpaoticipatey Joede. Whe
keep people inaweré&cweomi c baokenésvsetbloese out
reducefwartk bendmtough i ncreawedcount them as
payments too ghedectilVvity foo bundiwiedsalss.
help to keep taedcosdudobwoans i n_ tkM&:ormation o
to the taxpayespamd aFewor kK @owerl ite@ ouk lpnanci al
called pscal heeahtk. These ?lr}qgf;g@;p’!/iiicgéigtg-Uk/a
val ue bene.ntS-mtuzdmmsceervi-oa-?mphct

Total: £2. 7T5otnaill:] i£0ln5 Treitlalli:onE 19 . 8

i n nscal Dbenemt public valbeenenpnts to i
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Frokmowwhgt herhal leenege@ | oy et $ mdrre c kinn g c. e
enercgynt nact | emmgspddhteame overarching appr@,gwsh
og
_DE
[}
We At empartial: Weunder stand theofcomplewexit
Our primary objectiviesduwehsado gé€ecthpebese ASo3l i
for coureemtdst s ht Badet er Thide esda\un sande Alolr k Q- =
mi nehaedviandpt i wegd ve .wi tthhel itembhder stthaaod t ;;Q
cauaeai méd ackhaoo. oo >
We Acendpentanmd o=
nofpudgement al : Weunder st aned ptebraiteamci ng§ o
OQur role is to help proplempaeatingwdgalcfe: =o>
forward, so w¢Alki hgWeshlrlavadshechuppast aan
and prabtwoboalo esol veneedempowering clients&do
probl ems control coff cumsivandes, S7¢
t heer t aihretyty/arket hgi g ht N
OQumradvisceer vicadbsraccesseadpproach. °® Y
idi Ferent ways: T
Being able to accessWdhienheptgr € secewehrdaV ane e : o=
that meets user needWesiusp ppedginded dil b sior g';f
we obBéewvi @er somwndrhe problbemngoguwgicreedi bil ivby
phonaendiemaahndebchat . andxperience. S’QQ
i
[& Jen
What | evel of advice and support | seqrec
oT @
o ® O
a o
0 D0
oc -
@ 0:8 D =
> 4 500
We deal with quick As well as everything We manage °Za
and simple queries in between complex cases 0ok
Eo
We tailor our advice and all ocate our respwue C
whatever stage their problem may have reaéih"‘ed
nw v
People come to us with quick quecshte coknsa ptihcegye
of information or ensure that theyAve cho§eam.
ensuring that there arenAt any further und=moro]
these clients throulggel pjgepablting bhemetb:iﬂ‘;e;a
guery quickly and eFectively oovoo
o =
Some clients come to us when zpoobbemerhav§3ﬁbah
situation may rest on a knife edge. We hedbps=p
point and need urgent help. They may have®bai
about to be disconnected or their home i sc®abo
taken a | ot of personal courage to decide"‘ggo:>
need more specialist advice and support o
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Our advice and suj

We provide free advice on

Enquiry Number of

topic enquries
. Benefits 12,883

Consumer 1,062

Debt 6,992
]

Employment 2,854

Bl Housing 2,779

Legal 1,632

[l relztionship 2,239

Other 6,391
We understand the biThei cshmes bel ow shows th
Because the CitizenggrAhdviearss gperowilee have ask
hel ps millions of pewdplhe oasr eyye are,cemur ydckatras .
enables us to have dthratpnvgeeraren at fe ontl i ne
pul se of whatAs happersiprogrdiimgs domi atayy.or <c¢han

The main issues we see reflect major
themes in society, or changes to policy
and practice.

Recession and low-growth Deficit reduction and welfare reform
I A {
[Sanctions (JSAand ESA),
1 1
I L i : Council tax debt .
\ Mortgages | . Overpayment of WTC and CTC (debt) |
Bankruptcy . Housing benefits |
1 1
. Redundancy , : Food banks .
I 1 I T
Credit store cards PIP
A —

T T T T T T T
2008/09 2009/10 2010/ 20112 2012/13 2013/14/ 2014/15 2015/16

JSAJob SeeES2ABEmMpl oymMEMGWor ki ndCTRE&EXhi | d PUgPRer sonal
Al l owance Support Aldroewdance Credit Undependence| Payme
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Research and c¢amp:a

. . . c
We aim to I mprove policy o
O =
oD
Some problems are tolbodalecadmpdaiogn sy o
solve by advice al onkeherod/ A nnohpelra B m
there i s a systemic The umaiwi trhe sae o>
a policy or a set ofcamgail qartii g ins oo
why our r e arch andt lkciasgnpyad ggrn i ° o
functions are so | mpfoodwundd ol people
around housi Who solicl °
. . Vho sougnt -c
By |listening closely to the peo ourhel? © ©
come to us, dsinmeg doaulod usiang was last R -
! . . . . d st year nad a Lol
and gathering insighhi gahnid gihritee | |- 0o
from clients, consumegsueanidmbfalsl = - Eo
advisers, we spot emeagitnige i srsqleist ya e © a =
policies, practices vamdar ¢ ewas |l aa w otntse thiagdge st |
are not delivering fprmrolsloemset yThis | ed on t‘;@ (
t hi s Tyheearree As no pl ace I|docke
We then take action | ocally, and ©
nationally as part oFrdrheolCri tdateansanmd vtilce exp
net wokr |l ocal reachclnmeeamtss/weshared with uso
understand the issuelsuialFecup nag mpieotpuree of hdw
all over the countrytheAnkd hurc omxatt i @fnarlent i mg
network means that tWiglettshreirr eveCdhwvei | As hog$i
the voice to really gdhalaingye wédriemgaskRecting peeoepl
provide a stabl e home fd:r t
Awareness Campaigns While our research team/@eghi
We al so run awar enesco maanptari gtnisn@nan how t lfes
education programmesane &fed@tiimd opeopl e i ngil
people of their righhasvenad $d® lkkadkadre eaye omot |
community of infor megdgemrengamdenitearning fromgzt|
consumers. Two such amdnpeavighenoe Aovel | ated Ry
taken part in over tQiet ipaesrnts yedvi @ag.e:The t&am
T Big Energy Salélngi smgaalk t o allow for the i gEr
people know how t o nelwe dHlo utsa migF &, Pl anni ng #2Ac |
switch suppliers where needed, and ;gj
make their homes mdrhe ermdrn gy al picture appe:
eccient and so cut tciormmpl fexel whitlhl .egi onal E’O!il
T Scams Awarweewasr k wihteh ki nds of housing proebl
Trading Standards tiom hHélep UKeopvihea ch can m&ke
avoid being rippedtmomF bluy | di sash cmehstr en't pié'ffm
traders and scammerg.i ng on. While most oftw=t |
: ' political talk is arouidg
vol umes of new buildingpg
team has also been prohfni
deeply and | ooking at wha:
need for sustainability<=t
o ._
JMy home is a place whe¥fe
however bad a day LI/\vefga1
home and rel ax. i c
A n n*e L/ iL
*client name has been T hal
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For this re 1ake our short AW P was introduced in A
been askinghousmgS“"""Vv replacement for Disability
publ i c, usiwfgﬁg“_f;%w”’(ycsltlzens Advice has rai :
and intervi| T tabout how PUP is belng i
for them ar ¢jheesnoplace tincluding wrong deci Si ons
i mportant f orooking of medical assess
having some
call home a A survey of 263 local
barrier s t h L C Citizens Advice staff
. and volunteers in
when l ookin a h October 2015 found:
) Between its L
By focusing on susta introduction in b 5
us to see a more bal EEUENEELRIFLE —
what is going on in iz DVEES 1 19
. people were sent .
ways that social hou [eseshimiig | 1in10
rented sectoocaumpi @ [ fﬁfgié’;é;@?ﬁgﬁgfﬁp
housing work al ongsi EIGECIIES had turned up for their
The team have inter v [ byt bttt
L?ﬁglr 2832: ﬂg L?g\r/nlsd it s sty | (i appointment had ,
organi sations to get amnm unuer stainul Ny
of all the di Ferent Beatcweers.Apr i l and Deceml
saw an increase i n enqui
After further discus60%nosn wihtth spamet peri od i n
organi sations, the Cyaarc.i |P@mdwdo callso t he I
housing providers, tdafe ttheea mCiptliamerns Advi ce
share their pndings 5 H0,20A®G/\Vi7Tews of PUP ad\
bet ween July and Septeml
Local campai gns:
Personal Undependencé nPayhnee nyte drPU4tPg June 201
Enquiries about benegqpgmpse alc oaamduti oa PUP deci
just over a third oftrailbunals.uelbn pewerl ehal f ¢
sought our help withtHeastr iykewmmral Ufnound in f:
2015/ 16, PUP repl acedl &impd mtymecmxder tur ni ng l
Support All owance ( E®rAi)giarsalt hde sii :nigd re.
bi ggestf oirspeeo®pl e in W lItshire. Un
total, we dealt withCi2t i2aénPURdViscsaielsas f oc
i mproving online advice
zgqﬁ-li)??tehse_rgo i ncl udi nignfharmnmdati on wort
knowtagai d people throucq
- 1 1 application process. Un
Vv y of our campaigns wor k i1
EIl i gi be | ooking at devel opi nq
people challenge these
% 5 9 2 t hemsel ves and to highl/
makers the detri ment wr ¢
VERGRINRE N GEWIENY c ause. We will continue
evidence that demonstr af
265 poorly i mplemented pol izt
: practices have on peopl «
cuallzng: ne @ feedback to decision mal
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FI nances

How you gave your helop

Wiltshire Citizens an independent,
from a variety of s thout the suppor
could not deliver a ices to the many
each year. Onat hveéartr vrhank you

S ]

tshireC€&oanci l

£639, 808
(last year 39 %)

Grants & Projects

£871, 461
(l ast year 57 %)

Uncome Generati on

£9, 798
(last year 2.5%

Town & Parish Coun

£17, 815
(last year 1.5%

Tot al incon1e6£fa.r, 25)358 , 8 8 2

(2 0 1145 £1,)467, 131

principal funder

Chi ppenham Borough Lands

,ﬁf Comic Relief Good Neig
WlltShll’C HMP Erlestoke
- Macmil | an
MS Soci ety
Public Health: GP P
& Ment al Heal t h Pr
s Sel wood Housing
%@’ c: Sovereign Housin
Wessex Water
Town & Parish Coun

Where everybody matters

e
., Pension 2
" wise

Your money. Your choice. LOTTERY FUNDED GreenSquare

We gratefully acknowl ed
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http://citizensadvice.org.uk/
https://www.citizensadvice.org.uk/about-us/contact-us/web-chat-service/
https://www.citizensadvice.org.uk/about-us/contact-us/web-chat-service/
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