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We are Wiltshire Citlizens
and mve here for everyone

We can all face problems Nbabneeemseompescabethany people with so
or intimidating. At Wi ltstdi Fer€nti kendsAdVvipepobivems, and that giyv
believe no one should havenitiquéacestggbkrsei ptobtbeschall enges peopl
without good quality, indéependgntoddyic®ith the right evidence, w

show big orgfamomadommani es ri ght
The Citizens Advice servigp te mhdeguhpevo ft hlye can make
national charity, and a nehwong&k béetaeouhdr 2p6opl e.

independent | ocal Citizens Advice charities in

Engl and and Wales. We oFelThe@ét eavdh AW ew@nenrdee:ntticmalgi ve people the

advice online, over the phoowl addei angetbBenconnpdence they need
to npnd theirzwhaoye Vieorr wwalhredy ar e,

When we Sayf we everyone, wedmwaatewer their probl em.

People rely onAhesi hbeepeseewe

and totally impartial.

B Cont en

4 28

Report fronWhy Awve How Ave The di Fer enHew Ae
our Chair needed hel pi ng peowd emake supported
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A message from the

Citizens Adwdcpgnanci al i ssues, ther
celebratesmany mergers and reorgani
85"annivershay reduced this to aroun
this year, one of the argest LCAs,

85 Years o
Citi zens A

I

1 9&9024 having becemenaas a | eader in terms
nationallyeFectiveness and ecGccienci

Throughout t hies repo recogni zedabdaodmpl i ance.
sharing a timeline f oor{wunb'aseQVlthln Wil tshire, over th
of the key moments i L N dn Ormat'oﬂaegdexperienced a challe
of Citizens Advice. a_dv'hce”&)Gr?msjssl@eCtrumo?fo'uSrSLberSg'anisation. Wh i
Wit od tdhcecscapota:ntHSa rEaIIth(S%) |ncrease i n ov
across e country wWe gqnhHiLRUert® hecrease in o

— 4 September 1939 i

@ Y provide a free Serv'?/v?tthh? d%%le%sr@'serv%%s, d u

Citizens Advice Ofpereoipd e each and eyer %.%?ﬁ%rdyeepacnt of £104, 6
200 locations thesstasyt ance is provid€odnsequentsagnds hofs gave u
after World War gth| oyees and volunt ¢dras wiet hianWl tocanlanage fro

starts. it '

Citizens AdVIF:e (LCAWe’ h% eér|5rég p%l I‘E]I e% Io?/ees

S . our own organlsatlonth% \éllrerVSf 'urseye%tr Wi

B v e the selness involvem(?%R/e(P o'h%rbtreserd%e to a F
e s JUSI A who train with us an % %ll\o%leth(i:l)rO¥al4léaQ/Iet?sus
| o . services, that all ow lésaWeaan é)\;h édLCéA‘ss| dance

help the people who p%%lf)l WH‘?h %7, Q%6p|ssues

At the end of the prey\elacuusWmiilclherwralsurapprOX|ma

there were some 400 il ondvependamt tlhec plr evi ous vy

Citizens Advice char iwkeires aibh eEn @l ©hred paheéss pe

Un the 30s we hel
manage the I mpact

Wal es, but due to regearchdefoper atwieomalndl ed n

4 Wiltshire Citizens Advice |



person. Clearly our emecigy! ipsti cresapr dtas Smedsbedyhy whBra&nadve are n

|l evel was a factor thpatviopasdtyed oomrctalits ismareasescteo winthetdet Trus
but several client casnes momvglayedrméres arAaddmowosnladwiyngreawi |l | cons
compl ex issues, partirevieasleytiresnuwes Hofweverf, opleeai eaganmea Hticlel i n Mel
debt and other probl enmsaydpeopdesewwehen ours mkredgiacn WYhowhawget own wi
ost ofntieasngs in [ wel sand nggesn eorra r eser v es ., % r%rpgt'ﬂarll"i‘%isngvlthin
taxati on adidgidto uibd rgatdieobnt. and | i ving fromv\&%y %%tthoepn?ﬁ%?/%es and v
The three main areas llhc,gtt\ngrgsgaéstggen Ql\/h%h%v%g‘? YR rI‘%slglf wi t h
clients with Iocallyg\ﬁélreénlg]gﬁ"ér\téo é‘l?(pﬁ’ur’m a %&,S%%Lﬂilql’thank t hen
as PUP and Universal ac,crcé)élf,ngH(Bﬁsl ri éncﬁn%%'th%%tl%'smh%ln% commi t ment
homel essness and Manzgné”r‘? pﬁ&#‘%??tw'd gt'lscsull'%ﬁ:‘ly, U thank our
including budgeting gﬁ)&negggtsne@é gpéj thet'é'ﬁ%n ?%q\ﬂiﬁ'l)OQ'or the excell
now working with 6 f&A&Acsdbanikps eacmassyearswiwéd wirllathil glaldieglsthi p fr o
the county, along -wntmaimr owisdiesg taor o e m%'@\/ll?l%%%t‘{vnh% with a t
sessions supporting mn@mmllm:geﬁuﬂ)emplseleextanqr%rt%relstll%§o he new nna
Doorway, in Chippenhamspétctha®e poeemr nmen |'{nhn'm%tm%re§sa'3v o have con
apparent that the Ie\oelhemfspeeanmn@Ioldebmlgt(rbserl(gthrceCli:_Q,Various man
and negative equity fSajzag]m@WNVi(g\mrret,hdnast%%rge%rr%q/i%% R¥0th a sound
| astl8 2nont hs, due tonwmmern nafall ocal and rp%tvleq)n%lf ra%%ii%taa'ﬁ%e to th
mont hly increases |nTNntcehraeﬂsnteIrsatastoncgfMegmokl/egtn%%rcemqlgb?rhse charity
|l eading to unmanageablfeomortg@age amdi nform and rai se
rent increases, furtlaevnarle(maadsdocﬂoumranwitpmfs?siaﬁ% if§§@§§.5t'n9 Ia nnan
al ar mi n increases | e d or the new pnancil a year
prices,gand generally\éver&:%gmq’yrgv%gtilﬁ?%% Lo \%{?.rmlfn\ﬁltaqlq.e%lﬂriStiC oppor
_ ¢ e’ Trow?h??%%T Patr%2%%e our reve
At thg tlme of Wr|t|rchnltplp)lemhaimnmuavlherr@pmvretr,lg%\é(?Vre%c?rbtrl¥he futur e
innation is down to a@apeuwnrd 2. O®Bw t Devn centrepgoGcie, aﬂ@qi’asicroldf, Trust

citizensadvicewiltshire.org. uk 5



We hel ped thousands of peocrg

Whet her dealing with a single issue or a compl ex
support, | ast year we provided advice, support an
face to face, to more than 12,000 people. Thousan

For Wiltshire Citizens AdVice in 2023/24 this inc

QLQ Q

12,186 peo|pd7e, 456 |1 sspuess5, tRgiIts]|2,663 calls
were helped ewiqg hebped with. to the Citizeng$wAdei aeaswered by ou
advice given ov8enehéesphoaej | ywphantesfrom WiAdshceéine team, an
by email, in pegmrsdnhoasiaoag i spOes bawal hwebs 13e’ R adgp advi ce €
webchat. bi ggest demand| morestu@d@PniO0N0. v v%é?é responded to.

El >>) O
I'\
2 I n 3 peolpnein 10 pefjoplien 10 £3.@141 | 1 on
were helped to|l said we helped|pdem e sai d thgwakcektavkedsby the gov
solve their prpphbhdma way forwhstdr esdseepd,essed pand public services
anxious after s|paedavkiicneg wieo deAi ver ed
an ad¥iser £2.60 for every £1
on the service.
1. 2023/ 24 Management information. Website visits apporti draasedt o Loc:
on percentage of adult (16+) population: Census 2021 adjusted for in

6 2. Nati onal Out comes and Umpact Research, Citizens Advice (2020) .



Ywith | ots of di Ferent prol

OQur data helps us make sure we have the ri ht kno
and expertise to support people whatever their pr
and however they come to us for help.

For Wiltshire Citizens AdVice in 2023/24 this inc

9
h

.10, 1Bebnent i ssues
’1,04C6haritabl e suppo

4 63Mebt i ssues

'1, 9 1BEmpl oyment i ssue

Debt Housing

7, 671 nanci al servioc 9.8%

3,6 7HHousing I ssues Benefits & tax credits
27.1%

615 Ummi gration & as-

1, 98lbegal | ssues

Employment
5.1%

2, 07RBel ati onships & Charitable

Support & Food
Banks
2.8%

ies & comm

=
o
©
~
—
—t

Financial services Relationships Utilities &
. . & capability & family IV |mmigration
2,588t her, including 20.5% 5.6% XU 2 asylum 1.6%
Educati on, GVA & 11ate cCci1 1 e, o
Heal th, Tax, and Transport. 8. 2023/24 Management info
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Why we needed

Problems can have a Xeveiagi mpact o tmke actio

—g‘1940 on peBpléves. They naéwagsrobel pus
Advisers deal with tpQ oBI10elmse t hem. More than 2 in 3 people s
relating to the |l oss of ration di gculty knowing who to c
books, homel essness aad Mor e t¥%fn the peyopd &yst ehshiwsoriks. parti cu
cvaeuatl on ansd  bcgy @p'\ﬁe hel ped to resmpb¥yethhRei s people often
locate missing relat] S Problem said thghegobdhdynahve to take ac
have resolved it without us
_¢1941 Solving problems can al so
Citizens Advice inddgencemshean make evédpydaw [tiheeright skills
rationing pelciuoye o ger More than 3 in 5 people w
S eunant women SOMaMy 't people we hecpnadgacieendetakping actio
| ife change before comisHg -t Ar@sndajl] imhé repo
{51941 people weohsked theitopusgl &mline services, f
Citizens Advice Ir‘traoFdected their lives megakifYelyhsol Weldufliim@se p

first mobia ecosnevrevritcedd @ U S 1 NG anX|ety.and PRURCiaFlecdi §hBlefydmpadtuab
horsebox. This was 8p1% s$aid their issuecPamthegnahidaspPpesd] ¢fng thes

travel to areas aFetthedi by Itinffe a fot more ¢ia¢gey! tonsiderallle val u
blitz, to helpdthose most in nee

Peops eprobl ems aFect other *“aspects of their |
O y AY wmMn azNB GKFIYy ¢ AY
felt more stres

we raen xsitoruusggl i ng pnan
mbecause of thei

bl em
I NBdzy R n Ay,

|

(! N2dzy R n Ay ™M~

Udn the 1940s

had a more unst had dicculty in relat

rationing and housing situatio or friendships
4 Outcomes and Umpact Research, Citizens Advice (2020
8 5 OQutcomes and Umpact Research, Citizens Advice (2017
6 Model ling the value ofaltde Léeeipages AWvice service



Putting people at the hear

Frokmmowwhmgt herhal leenegn@ | oy et s cdhre c lkkinmmme rcgoynt roauctl | emmwx pect
t heamever araplpirdméc om us.

OQur primary objective ¢chki ¢caotdgeshi chetlee sni makedswiaco@ipt | wegs v e .

What | evel of advice and support is needed to resolve probl ems?

T

—

We deal with quick As well as everythiwWweg manage

and simple queries in between compl ex cases

People come to us with all sorts of issues

We know people need di Ferent t Smene @feopud gp crotmeatt ovairsi aviheen pzr ob |l e
times in their | ife. One of ourf ogr @mathegts,sttrhengt Iss tauata oxnne maiyc & e s
i s the nexibility to deal wi t h proptl ei € hwads htatvet rpachledd @ome al cr i
to us with and we tail oA omwere dasdhwil pe (Thheggaaayp hrasyen bai |l i Fs due t ha
whatever stage their problem mday bhaevaiseaonhed,t ealr, loevdlhey have no
of support needed. taken a | ot of personal courage to
People come to us with quick qu:ésl,teincgr?s:WItlrlleJ/'rlr(ﬂeglgﬁ/t nv%a(?r(ljt Mg e specl
doubdheck a piece of infornkaet i oWe oai mntsarsoltvheatprt dilelye ms, redwuce th

chosen the best course of actidn.veAft @amden Spmciorge utpteatp hteheesr. e NPut t i n
ardédnany further underllyikred yi s 9nsagppwatt t he heambkohgomeadsciwei ane
these clients througél pj gepablitmg i onipewelef t he ways in which peopl e
to deal with their query quicklnyeealnd oe heowtei fe@olrw.ar d.

citizensadvicewiltshire.org. uk 9



Hel ping pe

ople pnd a way f

What we do Using our insightAtprobhckme peopl e
We aim to help people pnd a wayYufrordwmdrad .gi BFwer yutsimarcg swa ghod, rehbwi n
shares this aim. As a service weoblems people are facing, and how
T help people overcome their p?'o%]?'eméstﬂvgﬁtlg'hons a_bOUt l'hcome, ke
advice and support: heads_and b|| S c_ontnﬁu;—:-onoedngunah
data is critical in understanding h
f campaign on the bigAissuesswhen peopl e
need to be heard: and The pe_ople er hel p are often among
I n society with the greatest needs.
T benept society through the wpypWeawWwPé6k; the people we help loca
How our advice and advocacy rol dsl isu% pdT t2 ela® ot h%emPe
Our advice provision gives uUs unmirgauret itnmedigrhtisoment o t he
probl ems peopletimeedatwat hWeeabe this. to 7
advocate f obraseevd dpeoniciecy changes ﬂtf?gtdsaglap\llgrd'tﬁé have a fTong term
bi ggest improvements in.ou'.[come':a\_s cfo%rt %?Oﬁli%;i n_urcrrf%liiscydez%/réqop|ng
advocacy work_glves us i nsight H'irbtho_etnrleer_gR/OIb'i(i'less a_anrbld hsoyussti%rﬂscosts
peop!e deaI.W|th and into the eorﬂe_rfga'mery' ﬁw%%%sc'esT}H'usrimegl P 2B 54 T
provide advice andtﬂda'ppoandtbﬁeccotss[v%q living crisis was developin
growing numbers of people coming to
I I The year proved to be another extre
for our service and the people we h
Advil ce IR Policy People came to us with mor e urgent.
support Sd o6 e t han eyer before. We experienced hl
for crisis support and energy advic
abating. And mosA gentengi hgtdgerito
nnd soluwitmscosts spiralling ahead
many people, their money simply doe
10 7. 2023/24 Management information. Wiltshire Citizens Advice |



. ..1n challenging and di 6c

Negative budgets and falling |Iiving standards
Whil e innation was down from its double digit high, everyday esse
and incomes, especially benenpts failed to keelp gdadk eup Faorry fnaor e.oo
Last year across the CitizenovAkdvieg® 0De pwiopd e we twherce shiTlogitdig vi ng
everything from trying to pay an energy bill, to coveringethe ren
exploded in the | ast few years with spiralling innation anar hi gh
?Pfrom decades of stagnant incomes to the chronifkelle&r iofigaffomomapmé
every day who are npnding that their i ncome
j usth iesnnough to cover 5
Around half the peopl e 5 & F
debt advice are in a r 5 £ &
which is when their es
exceeds thé&ir income.
People want to work, t
and | ook after tAenevte
been harder. Around 5 D%"?@//o,o o
in a negative budget, ;;;j
no matter what they dc O, mc\\uwowg
hours th®y wor k. i
Mi Il lions more are cutt Counra o Hous\® Homelessness
spending to just about o l5°’°
above water. Our advis __ om h ,
everything they can tc s
stretch that little Dbi
many pe&pheti enough. People in a negative budget also need h

The average person in a negativée budget 1
citizensadvicewiItshir8e2.002r3§if\‘26kM""”‘"Igement information. 11

9The

ationalCi Réd ethrs21®Rc4v. i Ad so0 see page 15.



Advising people withtproblrem®rde lhatmdegritsoof p
Managing their familwapphagnags f oWelPU®rfe But t h
benents and Housing &ee@umtged pf ovii t h demand,
more than two thirds wafitalnlg the acs®esass tWwe sup

—.1953 helped local peopie Wet Uisle® 2%93%%4dence to ¢

Despite the success panGABgf t hese issues troelladekd dto tclosee odreas to
QEver nmeni [ wmneh 'Fi‘i/”itné‘fg)erressures. Onedeolfayshe itmdlngsdi wg maki ng
the war, and by 1953 ,the hné”rrl] er | @& h e tho d n ] licati
of bureaux has halveg.o TVY1e peop 0oHE a Sues 0 pape appll at o

service continues thahKksugglidnpneg with maki ntheemesedmeéet wai 6§ for a he

support of charitabljéOtrCUhE@k I f Fhey Canv\fel%h@ob%%%\/ptp%'op?re who we
increase their lcaustrepdarbenent$cir income fron
91957 we carried 1lout50algremseil 2l | o ace with the t.

. p t
The Rent Act comes PPtlhhefsrcenNt i t | ement Ch‘?%‘f%’g,mle%o(gamret?/heir i ncom
deregul ating the privaare |tehnetepre1\9ious year.sacted b the benent ¢ a
sector . This causes P y n

bi . A
 mer @es @ o enquiri(y\/:e, QN[g[srp phehped peopl ¢ waédall dwil i mOmdhrews bDathd
| andl or ds aansdkitnegnaursi S sues about benenpts dehactamynsotfloer advance pa

what it memns for ttenquiry ar ea,A wheeltphienlgeawatng them struggling t
them make a cl ai m, reselvi bglpsol@ahemyul ner abl

_ 1958 they are having withggetiigng their o e Ayt
The number of enqgqPpAyieant s, or underst%%dicggnptaril%n%rdit[%riezh.sure b

h 1 il o . : . :
reaches over rnlLa'sotnyear, wreo he | tpleaniwiccrheased in | ine with in

10, 000 benef i iQse 850suiebsaues mi ni mum.
wer e aLpnauvtersaJ gr b_drtDiéesrpi t e
2,471 wesaebo Pka swintah

e
e
I

t he Ag ocvoesrtn noefn tl i v |

4N d g faFyments mamgyorhe wf ami | i es
ndependence PaMamey t ol FYR)y | ed with high food
t hese werde aaltym)surtecelvplrnigces’ especially during

o ssues with mediclﬁlMgﬁ§,e§3@%@t§mpossib|e dec

Growing | éhwalls hgf ciolmdbs nwhlet her to heat their
with rising cost of Iltiheimgf@mameéedserses mean

12 10. 2023/ 24 Management information. Wiltshire Citizens Advice | A



We hel ped wi téhOOnofrweelt h(agnas, el excpeand imoyr,e ooifl tehteci.r) budget wowrf thing
enqui,y,imainly from peopl e unablteh e obipgagye stth epleri ceentetrigsype opl e we hel p
bi F'Wwe. al so supplied fuel vouchadw| cientlavei mgnfeaghepeeplbedgafter ou
unable to aFord to top up theirdoprepaymdadnitingmetherys.canfd tTclheier thmheom

We also highlighted the i mpact pk?isa.t?ser{e'lkqeyh@é’?té‘g\ped\@w'ﬁlg%" @durfoob«
and pushed for more support ford U ie 9Ff |ﬁNéérﬂe§‘o W&y © repa

called for action, through our | al radio, TV, print media and
social media, and oFered energy Llngl Ni péd ape Q@vliee.
As winter went on the nnanci al ?re%gte%h'pre%p?e ‘\B}vtrlee %tci%\gblll
accessing charitabie support, oF'28ed; LT bt by getclio b, po
g PP ' over umdt he 81 fectfs @ Oi t%ecyaornrle?a nrai
h.'-" for. ment al health and well being too
Hdult | Re | eads to stress and anx

y
for charitable SUPport,“sumhkeSit@bdh]aahgeetleramlaniiSngnbas.show
that, of thoseseombboi mesherAo&féeordan
Hel ping people manage thfeigormoinge, rwheatskeart i @ah atavd my saay eigtat i ve i n
out their pnances for their rettihreememtent¥d helapedt . with more

D]More than 1, 000 engqg

t h abn 0.00 pen.5|ohaenqyear)es or d8a||'nwaItgutthgésr.e-n'ermlsmalasd)shaﬂ |
debt is a big part dfi ncamrmaadvmca a d\:lsylon
. : S | a al N o belng able to
?budgeting, helping peopl e get e est a
vin I n e |ch|s bad fo
utilities, and maxi rMiascicnogu nttheedi rf 0|rnc m
no aving enough food for yours

more than 900 aesngquieraires alone nutritiousTandA hjsadtt hy prooll e

We al so helped peoptl, & 0Wi tdle brho i & ftgledre o p | eWhfeanc immig liito.ns Ao fmapkeso pelned sc ¢
Council tax arrears, fuel (enemgy) ,h delhtes e@madiengkahdotcskl f €@ TrSPe wi der
were the three main debts peoplihegyowmght |adwsi ad|feorn.o Avlolr karaemd t ake
priority debt s, which have serihaws @omsghwken qesed ff onotpumepai der vi

?disconnection from essenti al er vi ces, ba'liffs t the .door., . .

§ Ia/ al | of t hi &anrqcnuattlaorsstmapsn

and even homel essness. PGDprOﬂEaSL[ We'aqc?/vrgesgaﬁedadm'rce bnssparat i
costs are now faareibmivtebremracuemsets,lheyy '
2023/ 24 Management information.

11
citizensadvicewiltshire.org. uk 12Living on empty, Citizens Advice;32023


https://www.ons.gov.uk/peoplepopulationandcommunity/wellbeing/articles/howarefinancialpressuresaffectingpeopleingreatbritain/2023-02-22
https://www.mentalhealth.org.uk/about-us/news/stress-anxiety-and-hopelessness-over-personal-finances-widespread-across-uk-new-mental-health-survey
https://blogs.lse.ac.uk/politicsandpolicy/the-cost-of-living-crisis-is-a-public-health-issue/
https://www.jrf.org.uk/press/cost-living-leading-nhs-demand-surge-scotland
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https://www.ons.gov.uk/peoplepopulationandcommunity/housing/bulletins/privaterentalaffordabilityengland/2012to2020
https://ifs.org.uk/sites/default/files/output_url_files/R194-Living-standards-poverty-and-inequality-in-the-UK-2021.pdf
https://ifs.org.uk/publications/benefits-and-tax-credits
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https://www.ons.gov.uk/economy/inflationandpriceindices/bulletins/householdcostsindicesforukhouseholdgroups/january2022toseptember2023#overview-of-the-household-costs-indices-inflation-rates
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Our Lottery project
supporpeaoapgurder 25 years ol d
and people with poor mental health

10peopHhel pedb6@Rsbues
£114,i8¢ddome gained for <clients

Foll owing research into the need for advice services for
young people (under 25) and people with | ow | evel poor

ment al health, we secured funding from the National Lottery
Community Fund to provide a casework service specipnpcally

for these groups of people.

This project has enabled us to create new partnerships with

organi sati oAstwadhavemal |y worked with and reach

new client groups that need support.

Bet ween November 2023, when the project started, and the

end of March 2024, this project helped 104 people with 622

i ssues. Un that time the project has generated more than
£100, 000 of additional i ncome for clients.

Weke also made | inks with pve new partners, alongsi de
beginning discussions with others to receive referrals from.
Through the project, we have seen the number of under 25
year ol ds we are helping double over the past 6 months and
have been able to identify issues specinpc to this group that
wi || inform our future policy work.
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