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Barometer
Just managing families

Citizens Advice helped 700,000 working families in the 12 months to October 2016.  
The range of problems Citizens Advice helped with give an insight into the lives of   
“just managing” families - those that are in work, but find day-to-day life a struggle.  
This barometer explores the six most common issues people faced. 

People had between 2 and 3 problems on average.

Top 6 most common problems

In work benefits

What problems did people have?

On average, 6% of a working family’s income comes 
from in-work benefits such as tax credits and 
housing benefit. For working families with below 
average incomes, this rises to 17%.

1 in 10 
had queries on 
changes in their 
lives affecting 
their benefits

2 in 5 
were unclear 
about their 
eligiblity

Credit cards, unsecured loans  
and overdrafts

Many people we advised also had another debt 
issue - for example 1 in 3 were also advised  
on council tax arrears.

68% 
were struggling 
to deal with 
repayments

36% 
of these were 
credit, store 
and charge 
cards

127,000
in work  
benefits

53,000
credit cards  
and unsecured 
loans

50,000
pay and 
entitlements

15,000
energy and 
utilities 

50,000
private rented 
accommodation

40,000
council tax 
arrears

Problems with benefits often lead to other 
problems. 4 in 5 of clients with a benefit problem 
were also advised on something else.

More than half of working families held some form 
of unsecured debt in 2012-14. This was typically 
£3800.

“ My partner and I have run a 
courier company for the last six 
years. While business is good, 
nearly half our income goes on 
rent, bills and food. The other 
half pays for petrol, insurance 
and accountants for the 
company. We have a nine year 
old child so we also budget for 
sudden costs like school trips. 
At the end of the month, there 
isn’t much left. We’re managing 
at the moment, but just a small 
rise in petrol or utilities would 
leave us struggling.”

John, 38, Bristol



“There is a fine line between just about managing 
and not.

“It is often things beyond people’s control - like 
aggressive or inflexible debt collection practices, 
landlords providing poor quality homes and  
bosses not giving workers the pay and leave they 
are entitled too - that can make life precarious 
for these families.

“We also need to remember that people have  
on average 2 to 3 problems affecting their lives 
at once, and they tend to be connected. This 
means if one becomes a significant issue so do 
the others.”

Gillian Guy 
Chief Executive, Citizens Advice

18% 
had issues  
with the  
quality of 
accommodation

18% 
had problems 
switching 
supplier

18% 
faced losing 
their homes

15% 
had problems 
with their bill

23%
had problems 
with wages

55% 
had problems 
with sick 
pay or leave 
entitlements

“ Many local families have low-paid jobs or 
work different hours each week, making it 
hard to predict their income and manage 
their money. Fluctuating hours have other 
knock on effects, such as getting the right 
amount of tax credits. Very few people 
can put money aside, so something like 
repairing a washing machine can push 
people into debt. People who miss a rent 
payment may need to look for a landlord 
who’ll accept previous rent arrears, which 
often means getting a poorer quality home.”
Alice Jannetta 
Outreach worker, 
Citizens Advice Derbyshire & Districts

39% 
came for advice 
about bailiffs 
collecting 
council tax  
debt 

41% 
had problems 
with their debt 
repayments

Pay and entitlements Private renting

Energy and utilitiesCouncil tax arrears

Insecure work is growing. There are now 900,000 
people on zero hours contracts, an increase of 
150,000 in comparison to 2015.

4.8 million households rent privately, twice as 
many as ten years ago. 1 in 4 live in homes that  
to do not meet minimum standards. 

More than a quarter of people who contacted 
Citizens Advice with a consumer query had a 
problem with their energy supplier.

750,000 working families are in council tax arrears.  
Families working part-time, or with one full-time 
earner, are more likely to have council tax debts.

Most people came to Citizens Advice for guidance 
on entitlements such as holiday pay and sick 
pay, which can be particularly unclear for casual 
workers.

People who came to Citizens Advice had a broad 
range of problems, from rent and letting agents 
fees, to poor quality accommodation. 

Problems switching supplier are particularly 
concerning, as our evidence suggests that the 
people who struggle the most would also gain 
the most from switching.

Council tax debt is the most common type 
of priority debt just managing families have. 
Many people struggled to keep up with debt 
repayments and sought advice around  
aggressive debt collection practices.
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Introduction 
This free quarterly statistical bulletin is designed for the use of national government 
departments, regional agencies; voluntary sector organisations concerned with 
advice or social policy, and social policy researchers. It summarises our top level 
advice statistics, and provides a quarterly time series of statistics, according to the 
codes used by advisers to categorise the problems on which they advised clients. 
The bulletin also includes statistics for our self-help website and for the Consumer 
Service covering England and Wales. 

All Local Citizens Advice statistics are for England and Wales, drawn from our client 
database in which all clients and their problems are recorded. However, there are 
important areas of work that are undertaken that are not reflected in the advice 
statistics – most notably financial education/capability group work. 

Appendix 1 summarises the profile of Local Citizens Advice clients – ethnicity, age, 
gender, disability, household type, employment status and housing tenure.  

Appendix 2 provides a summary of statistics on Local Citizens Advice for the last 
four quarters, and breaks every top tier category down into their sub-categories. 

Appendix 3 describes what the advice statistics represent and the distinction 
between counts of clients, enquiries, and advice issues (aka ‘problems’). It also 
indicates other data that is collected on the Citizens Advice client database. 

 

You can sign up for email alerts for the latest issue and download current and past 
issues at: http://www.citizensadvice.org.uk/index/publications/advice_trends.htm If 
you have queries or are interested in discussing further access to the data please 
email Peter Watson in the Corporate Management Information Team 
CMIT@citizensadvice.org.uk 
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Quarter 2 2016/17 
summary 
Key Stats Local 

Citizens 
Advice 

Consumer Web 

How many people we helped  612,209 -  

Client contacts / website visits 1,278,321 206,758 10,527,945 

Issues / website content views 1,429,863 148,705 15,707,677 

Enquiries & Gateways / cases 583,895 148,705  

 

 

 

 

 

 

 

 

 

 

 

 

The table below shows the scale of each issue category within each advice channel 
as well the percentage change based on the same quarter last year to negate 
seasonal variation. 
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Issues  1 Local Citizens 
Advice 

Consumer Web 

 ‘000 % ‘000 % ‘000 % 

Benefits & tax credits 485 4% - - 4,110 62% 

Consumer goods & services  2 78 -4% 107 -6% 2,278 -38% 

Debt 366 -3% - - 1,716 36% 

Discrimination 8 17% - - 414 42% 

Education  7 -6% - - 167 25% 

Employment 88 -8% - - 2,180 18% 

Financial services & capability 71 9% 5 -14% 384 101% 

Health & community care 20 -8% 1 -26% 335 67% 

Housing 106 -5% 2 -15% 1,199 23% 

Immigration & asylum 24 21% - - - - 

Legal 50 -3% - - 898 57% 

Relationships & family 69 -6% - - 1,639 30% 

Tax 10 -26% - - 386 15% 

Other 49 -1% 35 15% - - 

Total 1,430 -1% 149 -3% 15,708 19% 

  

1 All issues are rounded to the nearest 1,000. The totals may vary slightly to summing the  figures due 
to rounding 
2 The consumer category includes the categories of Consumer, Travel and utilities & communications 
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▲ Figure: Proportion of issues dealt with locally and online 

 

Benefits and debts are the biggest issues dealt with by local Citizens Advice, and 
Benefits Issues in Q2 are the largest section (26%) of pages viewed online. 

Consumer pages make up 15% of online views. This is due to major restructure of 
the online content inline with new Consumer Legislation introduced in October 
2015.  Users are now able to find information and advice on fewer pages . 

Overall employment makes up of 14% of online page views compared to 6% of 
issue in Local Citizens Advice. 
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Key trends 
Local Citizens Advice 
 
Benefits 
There is an overall increase of 4% in benefits, which accounts for 34% of all advice 
issues. PIP remains number one issue and has risen by 37% since the previous Q2 
to 102,439 . ESA (to 80,500) has increased by 16%. As Universal credit rolls out we 
are seeing quarter on quarter increase and Q2 figures are up to over 10,000. 
 
Debt 
Overall, the number of  debt issues have dropped by -3% since last Q2. 
The largest increase has been to 3rd party debt collection excluding bailiffs, up by 
25% to 4,700. 
 
DROs have risen 9% and are the second highest issue at 37,800. 
Advice on bankruptcy has fallen by 21% to 9,400 
 
Housing 
Housing issues have fallen by 5% to 105,700. Environmental and neighbour issues 
have risen slightly by 4% to 8,000, while all other housing issues have seen a 
reduction. 
 
Employment 
Employment issues have fallen by 8%, with 11% fewer clients since the previous Q2. 
All employment issues have seen a reduction. 
 
Relationships and family 
Relationship and family issues have dropped by 6%, with 9% fewer clients. Divorce, 
separation and dissolution is the largest issue in this category with 24,700 issues, 
followed by advice on children with 16,600 issues. 
 
Legal 
Legal issues have dropped by 3%, with 8% fewer clients.  
 
Other 
Other issues are down 1%, with a 4% rise in advice on charitable support (21,700). 
Food banks is the biggest category up 5% to 11,689. 
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Consumer  
 
Consumer goods and services and Travel  
Consumer goods & services issues have fallen by 10% to 34,000, while Travel issues 
have risen by 5% to 14,000. 
 
Financial products and services 
The number of financial products and services issues has risen by 9% to 70,575. 
Pension Wise has been included for the first time in this category, which is the 
second highest issue with 18,500, behind financial capability with has risen by 32% 
to 32,100. 
 
Utilities and communications 
Issues on utilities and communication are down 1% . Advice on fuel has increased 
by 13% to 20,000, which is the highest category. However, this is mainly due to 
funding from the  Energy best deal project for a small number of members. 
 
Health and community care 
There were 20,000 Health and community issues in this quarter, a fall of 8% from 
last year. 
 
Immigration 
Immigration issues have risen by 21% compared to Q2 last year, with 16% more 
people receiving advice. We saw an increase following the EU referendum which 
has continued. 
 
Tax 
Tax issues are down 26%. 
 
Education 
Education issues are down 6%, With advice on schools rising by 4%. 

Discrimination (including GVA and Hate crime) 
There has been an overall 17% increase in Discrimination.  
 

● Gender Violence issues are up 36% (to 3,322)  
● Discrimination issues are up 3% (to 3,971) 
● Hate crime issue are up 2% (270) 

 

From late 2014 we have been training and supporting local offices to identify 
instances of gender and domestic abuse with a simple but sensitive approach 
during unaccompanied face-to-face advice sessions. The staff and volunteers are 
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then able to provide support and advice to those who are experiencing, or have 
experienced, any instances of such abuse. By mid 2016 fifty local offices were using 
this process. We have also been running a campaign to raise awareness of 
domestic violence and abuse: Talk about Abuse. This is likely to have contributed to 
the increase in Gender Violence issues being recorded. 
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Key Graphs - Local Citizens Advice 
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The table below shows the percentage split by part 1 issues comparing the current 
quarter with the previous year.. Small categories have been grouped as Other. The 
percentage split remains very consistent year on year. 
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Benefits and welfare 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

Q2 16-17 
Local Citizens 

Advice Web 

Benefits & Tax credits  %  % 

Issues 485,144 4% 4,109,858 62% 

Clients 191,633 3%   
  

Part 2 – Top ten issues Q1 16-17 % change 

 Personal independence payment 102,439 37% 

Employment Support Allowance 80,511 16% 

Other benefits issues 51,877 -5% 

Housing Benefit 46,529 -12% 

Working+Child Tax Credits 42,228 -11% 

Council tax reduction 22,081 -9% 

Jobseeker’s Allowance 16,361 -24% 

Attendance Allowance 14,986 -4% 

Carer’s Allowance 12,267 -5% 

Disability Living Allowance 12,220 -19% 
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Part 2 – Top 3 increases Q2 16-17 % change 

Universal credit 10,198 208% 

Personal independence payment 102,439 37% 

Employment Support Allowance 80,511 16% 

  

Part 2 – Top 4 decreases Q2 16-17 % change 

Localised social welfare 3,619 -25% 

Jobseeker’s Allowance 16,361 -24% 

Social Fund Loans-Budgets 1,633 -21% 

Disability Living Allowance 12,220 -19% 

  

 Key areas of Citizensadvice.org 
 

Area of Citizensadvice.org 
Number 
of views 

% views in 
section 

PIP 1,103,000 27% 

Employment and support allowance 517,000 13% 

What benefits can I get 339,000 8% 

Help with Rent - Housing Benefit 171,000 5% 

Benefits and tax credits for people in work 170,000 5% 

Help with council tax reduction 156,000 4% 
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Benefits commentary 
 
It’s no surprise that Personal Independence Payment (PIP) continues to be the 
largest benefit enquiry area.  As the transfer of claimants from Disability Living 
Allowance (DLA) to PIP continues, and all working age people claiming a disability 
benefit for the first time must claim PIP, the number of new and existing claims is 
increasing.  The differences between the DLA and PIP assessment criteria are 
leading to many claimants transferring from DLA to PIP losing benefit or seeing a 
reduction in the rate of benefit.  This has particularly affected claimants previously 
in receipt of the higher rate mobility component of DLA who have found their PIP 
mobility is awarded at the lower ‘standard’ rate.  Claimants awarded the standard 
mobility component have seen a reduction in weekly income and lost the ability to 
access a lease or hire car through the Motability scheme.  

There are many reasons for the rise in ESA enquiries.   These are linked to the 
migration of clients from old incapacity benefits to ESA, reported issues with both 
the medical assessment and assessment process and the March 2015 change to 
rules which now restricts people’s ability to make a new claim after failing an 
assessment.  The rise in issues around appeals and not being paid during the 
mandatory reconsideration phase are perhaps related to the increase in the 
number of work capability assessments (WCA) being carried out and increased use 
of paper-based assessments.  

During Q2 the roll-out of full service Universal Credit (UC) has continued with 
increasing numbers of people being expected to claim UC rather than other 
means-tested benefits.  This has increased the number of people requiring advice 
on the claims process, coping with delays in payments and other related issues. 
People already on UC have contacted for advice as they begin to experience issues 
with the ongoing management of the claim.  For example, dealing with deductions 
to repay rent arrears, fines and other debts and dealing with sanctions. 
 

Now that all single unemployed people have to claim UC (rather than income based 
Jobseeker’s Allowance) there are less new claims for Jobseeker’s Allowance (JSA).  

The reasons for the fall in queries on tax credits and sanctions is more difficult to 
account for though the introduction of UC no doubt has a part to play.  Anecdotal 
evidence, and the rise in fraud, error and disputes queries,  does not suggest that 
HMRC administration has improved and the number of UC full service areas is not 
so great as to have hugely impacted on the figures for tax credits.  A fall in 
sanctions queries could of course be related to a drop in the number imposed 
though there is no evidence to support this as a conclusion.  
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Key changes in Benefits and tax credits issues 
  
At the part three level the majority of increases are around eligibility and 
entitlement, change of circumstances and making a claim. 
  
As anticipated with the roll out of PIP we are seeing significant increases in 
enquiries. PIP continues to be the biggest benefit issue (and biggest issue overall) at 
102,439 and is up 37% from Q2 last year.  
 
ESA has increased by 16% and is the second highest issue at 80,511.  At the part 
three level for ESA there are four areas where increases are worth noting: 
 

● Appeals are the second highest AIC3 after Eligibility and Entitlement at 
12,146. They have risen 39% since last Q2. 

● Challenging a decision (not appeals) have risen 60% to 8,742 
● Paper-based Work capability assessments have risen 74% to 3,152 
● No money whilst waiting for reconsideration has risen by 44% to 1,463 

  
Working and child tax credits have decreased by 11% with only alleged fraud, 
error and disputes (not appeals) showing an increase of 23% to 2,530 
  
Jobseeker allowance is down by 24%. Sanctions are down by 46%  (to 887) and 
there are decreases across all other part three codes. 
  
The Universal Credit rollout continues, increasing by 208% to 10,198 issues.  
 
Localised social welfare  has seen a 25% drop to 3,619, with decreases in Eligibility 
and making and managing a claim contributing to this. 
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Personal independence payments (Q2 2015/16 - Q2 2016/17) 
Reassessment of PIP started in Wales and it has the biggest percentage of adult 
population (0.64%) with PIP issues and the second highest volume of issues.  As the 
roll-out of new claims started in the north of England, it is not surprising that it has 
higher volumes and proportion of population. The North West has the highest 
number of Issues (23,696) and the third highest proportion of population (0.38%). 
While the North East is nearly the smallest in volume (11,061) it is the second 
highest percentage of population (0.49%). 
 

PIP Number Clients  % Clients  % Pop  

North East 11,061 8% 0.53% 

North West 23,696 17% 0.42% 

Yorkshire & the Humber 13,858 10% 0.33% 

East Midlands 11,372 8% 0.31% 

West Midlands 14,025 10% 0.32% 

Eastern 11,074 8% 0.24% 

South East 16,226 11% 0.24% 

South West 14,048 10% 0.33% 

London 9,873 7% 0.15% 

Wales 17,324 12% 0.70% 

Grand Total 142,090 100% 0.32% 
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Consumer 
The graph below shows the overall trends indexed to Quarter 1 2013/14 

 

 

Q2 16-17 
Local Citizens 

Advice 
Consumer 

Service 
Web 

Consumer  %  %  % 

Issues – All consumer 148,119 -1% 148,705 -3% 2,662,981 -31% 

Clients – All consumer 66,585 -13% - - - - 

Consumer goods & 
services 

32,719 -8% 84,954 -7% 2,278,838 -38% 

Financial products & 
services 

70,575 9% 4,203 -14% 384,343 101% 

Travel and transport 14,082 5% 7,782 -6% - - 

Utilities & 
communications 

29,422 -1% 14,036 -11% - - 
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Part 2 – Top issues for each section Q2 16-17 % change 

Other goods & services 7,097 -28% 

Building repairs & improvements 4,217 0% 

Second hand vehicles 3,303 -13% 

Fraud and scams 1,809 -14% 

Electrical appliances & repairs 1,379 -11% 

Vehicle repairs/servicing 1,257 -5% 

Furnishings & floor coverings 1,134 -25% 
   

Pensions Wise 18,545 4% 

Personal Pensions 3,479 -16% 

Bank/Building & P/O Accounts 3,253 -1% 

Credit Reference Agencies 2,755 0% 

Vehicle insurance 1,283 -9% 

Mortgages & secured loans 1,281 -20% 
   

Parking charges on public land/on-street parking 4,184 New Cat 

Driving 3,116 5% 

Parking on private land 1,878 94% 
   

Fuel (gas, electricity, oil, coal etc.) 20,070 13% 

Water & sewerage 3,934 -26% 

Mobile phones 1,225 -27% 

Telephone landline 860 -20% 

Internet & broadband 691 -33% 

Part 2 Q2 16-17 % change 

Financial capability 32,145 32% 
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Part 2 – Top increases Q2 16-17 % change 

Parking on private land 1,878 94% 

Financial capability 32,145 32% 

Fuel (gas, electricity, oil, coal etc.) 20,070 13% 

Other travel, transport & holiday 1,369 6% 

Driving 3,116 5% 

Credit Reference Agencies 2,755 0% 

  

Part 2 – Top decreases Q2 16-17 % change 

Other goods & services 7,097 -28% 

Mobile phones 1,225 -27% 

Water & sewerage 3,934 -26% 

Furnishings & floor coverings 1,134 -25% 

Other credit, fin. & insurance issues 1,246 -24% 

Mortgages & secured loans 1,281 -20% 

Personal Pensions 3,479 -16% 

Fraud and scams 1,809 -14% 

Second hand vehicles 3,303 -13% 

Electrical appliances & repairs 1,379 -11% 

  

Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org 
Number of 

views % of views 

Report to trading standards 154,000 6% 

Claim compensation is flights is delayed/Cancelled 98,000 4% 

Check your post collection & delivery times 86,000 3% 

  Return faulty goods 58,000 2% 

The Consumer Rights Act 2015 53,000 2% 

Appealing a parking ticket 47,000 2% 
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Consumer commentary 
 

Consumer goods and services have seen a reduction in demand across all three 
channels. The top issues include things that impact consumers' lives and that they 
consistently need to spend money on, e.g. travelling and home maintenance, as 
reflected in the categories of second hand vehicles, vehicle repairs/services, 
building repairs and maintenance, furnishings and floor coverings. Consumers are 
also looking for and getting advice on what their rights are on the web site and 
using the Return Faulty Goods tool. 

Queries regarding Travel and transport  to Local Citizens Advice have increased by 
5%; Parking charges is the top issue and is a new category  which is likely to to 
reflect the detriment that was previously being captured under other issues. 
Combined with the third top issue parking on private land, it suggests that 
consumers are looking for guidance about the rules on parking and what they can 
be charged.  

Report to Trading Standards is the top web page search. Consumers are likely to be 
looking for information on what the role of Trading Standards. 

Claim compensation if your flight is delayed/cancelled is also a popular web page 
and this quarter covers the peak period of summer holidays. Citizens Advice press 
releases across this period highlighted holiday problems along with the failure of 
Low Cost Travel and problems associated with delays at the port of Dover.  
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Key changes in Consumer Issues 
 
The numbers at part three for most consumer issues are quite small. The biggest 
changes are: 
 

● Consumer goods and services. There are decreases across all part 2 codes. 
Furnishing and floor coverings are the biggest drop of 25% (to 1,134). 

  
Across all part 2 codes Faulty/dangerous/unsafe goods are down 9% (to 
3,603). 
 

● There was an increase in Complaints and Redress across all Consumer areas 
of 32% to 8,656. 

  
● There are four issues at the part three level driving Fuel increases: 

○ Selling and switching up   44% to 3,524 
○ Price of tariff up   14% to 3,085 
○ Warm home discounts up   11% to 2,509 
○ Methods of payment up     7% to 1,931 

 
However, as noted above the increase in Fuel issues is largely due to a relatively 
small number of members receiving grant from Energy Best Deal projects. 

 
● Water and sewage: Overall issue are down 26%. Watersure & social tariffs 

issues have decreased 35% to 2,070.  These peaked at over 3,000 issues in 
Q2 2015-16. 

 
● The Parking and congestions codes have changed but comparing to old 

category there has been an 8% decrease to 4,184. Blue Badge issues are 
unchanged at just over 3,000. Parking on private land has increased 94% to 
(1,878). 

 
● The increases in Financial products and services is mainly due to an increase 

of 32% in financial capability (to 32,145). This is due to the expansion 
integrated money advice services providing fin cap alongside debt advice. 
There have been several changes to Fin Cap codes, the top two part three Fin 
Cap codes that are unchanged and increased are: 

 
● Getting the best deals: energy 43% 2,569 
● Budgeting and managing money 13% 7,161 
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Debt 
The graph below shows the overall trends indexed to Quarter 1 2013/14 

 

Q2 16-17 
Local Citizens 

Advice Web 

Debt  %  % 

Issues 366,487 -3% 1,715,942 36% 

Clients 98,641 -3%   
 

Part 2 – Top ten issues Q2 16-17 % change 

Council tax arrears 51,235 -3% 

Debt Relief Order 37,874 9% 

Credit, store & charge card debts 34,617 -2% 

Unsecured personal loan debts 27,599 -7% 

Other  25,745 -3% 

Water supply & sewerage debts 18,371 0% 

Fuel debts 16,575 -7% 

Bank & building society overdrafts 12,532 -10% 

Rent arrears -  housing associations  12,519 -2% 

Catalogue & mail order debts 11,783 0% 
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Part 2 – Top increases Q2 16-17 % change 

3rd party debt collection excl. bailiffs 4,747 25% 

Unpaid parking penalty & cong. chgs. 5,477 16% 

Hire purchase arrears 2,952 14% 

Debt Relief Order 37,874 9% 

 

Part 2 – Top decreases Q2 16-17 % change 

Social Fund debts 2,167 -30% 

Arrears of income tax, VAT or NI contributions 2,561 -23% 

Bankruptcy 9,401 -21% 

Overpayments of other benefits 1,737 -21% 

Overpayments of WTC & CTC 7,730 -20% 

Mortgage & secured loan arrears 6,882 -16% 

Overpts. Housing & Council Tax Bens. 7,685 -10% 

Bank & building society overdrafts 12,532 -10% 

Overpayments of IS/JSA/ESA 2,526 -8% 

 

Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org 
Number of 

views 
% of 

views 

Bailiffs 326,000 19% 

Bankruptcy 263,000 15% 

Debt Relief Orders 137,000 8% 
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Debt Commentary 
 
The steady decrease in enquiries about social fund loans has continued into Q2, 
matching the 30% drop that occurred in Q1 of 2017. This would be connected to 
the roll out of Universal Credit, which is replacing the previous means tested 
benefits of Jobseeker’s Allowance, Employment Support Allowance and Income 
Support. The social fund is no longer available to people claiming Universal Credit, 
so it stands to reason that the wider the roll out of Universal Credit the fewer 
enquiries we will see about Social Fund loans. This steady decline is likely to extend 
over the coming months as Universal Credit continues to be rolled out. 
 
Likely to be in response to this, and the decreasing payday loan market, there has 
been a slow but steady increase in enquiries about other types of short term high 
cost credit. Although this is not as stark when looking at the figures from Q1, when 
compared to Q2 last year there has been a significant increase in enquiries about 
Credit Unions (up 10%), pawnbroker debts (up 43%), guarantor loans (up 37%) and 
Hire Purchase agreements (up 14%). Enquiries about Hire Purchase debts, also 
known as ‘rent to own’ agreements, have actually also increased 14% on Q1, which 
further illustrates this sector's continued growth over the past 12 months.  
 
It makes sense that following the decline of payday lending, which principally 
catered to clients who were considered a higher credit risk, that these people are 
now seeking alternative credit options. Although they make up a comparatively 
small amount of queries at present, the types of credit mentioned, much like 
payday loans, normally make up a small part of someone’s overall debt problem. 
This can mean more pressing debts, such as rent or mortgage arrears, take priority 
when speaking with advisers.  
 
The rise in queries about Debt Relief Orders, and parallel decline in those about 
bankruptcy, has continued as expected. This further demonstrates the wider 
availability of DROs as an option following the eligibility criteria change in October 
2015.  
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Key changes in debt issues 
 At the part 3 level dealing with repayments is often the biggest category.  
  

● Council tax arrears remains the biggest single debt issue (51,235) but has 
decreased by 3%. Bailiff and enforcement action issues account for 21% of 
issues. 

●  3rd party debt collection excluding bailiffs is the largest increase, up 25% 
to 4,747 

● Debt Relief orders are the second biggest issue (37,874) . Within DRO’s, the 
single biggest increase is  advice on applications which is up 18%.  IVA’s are 
steady, falling by 1% to 3,383 and Bankruptcy issues are down by 21% (to 
9,401). 

 
There was a linear decrease in payday loans to April 2015, since then issues have 
been fairly consistent quarter on quarter. They are down 4% compared to last Q2 
and are at 4,259. 
 

 
 
Rent arrears HA are up 3% (to 12,525), Private landlords are up 4% (to 6,949) and 
arrears to LA’s are up 6% (to 11,054). 
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Employment 
The graph below shows the overall trends indexed to Quarter 1 2013/14 

 

Q2 16-17 
Local Citizens 

Advice 
Web 

Employment  %   % 

Issues 88,554 -8% 2,180,155 18% 

Clients 49,400 -11%   
 

Part 2 Q2 16-17 % change 

Pay+Entitlements 18,952 -11% 

Dismissal 13,626 -11% 

Ts+Cs of Employment 11,192 -9% 

Dispute resolution 9,758 -6% 

Other 6,034 -15% 

Redundancy 5,476 -10% 

Emp tribunals+appeals 4,528 -2% 

Parental+Carers rights 3,097 -6% 

Self Employment/Business 3,033 -12% 

Resignation 2,505 -6% 
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Part 2 – No increases Q2 16-17 % change 

   

 

Part 2 – Top 5 decreases Q2 16-17 % change 

Other 6,034 -15% 

Applying for jobs 1,422 -12% 

Self Employment/Business 3,033 -12% 

Dismissal 13,626 -11% 

Pay+Entitlements 18,952 -11% 

 
At the employment part three level the biggest increases (with issues > 1000) are: 

Part 3 – Top  increases Q2 16-17 % change 

No increases   

 

Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org Number of views % of views 

Basic Rights and Contracts 338,000 16% 

Employment tribunals 270,000 12% 

Redundancy 190,000 9% 

Holiday 109,000 5% 

Pay 102,000 5% 
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Housing 
The graph below shows the overall trends indexed to Quarter 1 2013/14 

 

Q1 16-17 
Local Citizens 

Advice 
Web 

Housing  %   % 

Issues 105,788 -5% 1,195,131 23% 

Clients 64,567 -8%   
 

Part 2 Q2 16-17 % change 

Private sector rented property 26,456 -9% 

Threatened homelessness 12,652 -9% 

Housing assoc. property 8,580 -6% 

Local Authority housing 8,280 -6% 

Environmental & neighbour issues 8,086 4% 

Access to & provision of accommodation 7,750 -7% 

Other housing issues 7,350 -13% 

Owner occupier property 5,787 -11% 

Actual homelessness 5,782 -7% 

LA homelessness service 3,525 -1% 
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Part 2 – one increase Q2 16-17 % change 

Environmental+neighbour issues 8,086 4% 

 

Part 2 – Top 5 decreases Q1 16-17 % change 

Other housing issues 7,350 -13% 

Owner occupier property 5,787 -11% 

Private sector rented property 26,456 -9% 

Threatened homelessness 12,652 -9% 

Access to & provision of accommodation 7,750 -7% 

 

Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org Number of views % of views 

Subletting and lodging 113,000 9% 

Student housing 101,000 8% 

Common problems with renting 84,000 7% 

Neighbour disputes 67,000 6% 

Tenancy agreements 62,000 5% 
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Comments on housing issues 
 
Increase actual homelessness where the LA won’t accommodate permanently 
 
The figures in this category are up 18% against the same quarter in 2015. LAs are 
dealing with an increasing number of homeless applications. In the light of this 
increased demand on LAs and the limited housing stock available, these figures 
could reflect the fact that LAs are struggling to place homeless applicants and are 
having to make more difficult decisions. The number of reviews, appeals and 
complaints in homelessness service is also up 21% on last quarter and up 14% 
annually. Similarly, it is noted there is an 8% increase in complaints on 
homelessness service. 
 
Homelessness/threat of homelessness due to private rent possession has 
increased by 2%/3% (annual change) respectively 
 
Recent reports have shown there is a significant increase in homelessness as a 
result of s.21 notices and ending of private rented accommodation. This may be 
caused by affordability issues given the impact of welfare reform including the 
benefit cap. (Private rented sector enquiries are still by far the most common 
enquiry 26% of category.) 
The end of an assured shorthold tenancy (AST) has been an increasingly common 
cause of loss of home over the last six years (up 11%) 
 
Increase in illegal eviction figures  
 
There are two categories of illegal evictions, both of which have increased against 
the same quarter in 2015 and annually. The number of cases where harassment 
and illegal evictions have caused actual homelessness increased by 21% against the 
same quarter last year and up 9% annually. In the private rented sector category, 
illegal evictions were down against the same quarter last year but up 16% annually. 
This may be a reflection of the increased reliance on the private sector, 
inexperienced landlords entering the market and increased costs of possession 
proceedings.  
 
Neighbourhood and environmental issues increased  
 
The number of neighbourhood issues including anti-social behaviour issues has 
increased by 4& and 8%. This could reflect the reduced resources that local 
authorities have to spend on antisocial behaviour and also on environmental 
issues. 
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Homelessness due to mortgage/secured loan arrears has decreased (65% for 
homeless and 14% for threat of homelessness) 
There is also a reduction in enquiries for homeless/threat of homelessness due to 
landlord mortgage arrears(71% and 37% respectively). These reductions appear to 
reflect the reduction in possessions for mortgage/secured loans nationally. 
 
Other observations 
 

● Despite the overall number of housing enquiries reducing 1% annually, 
housing remains the subject area with the third highest number of enquiries 
(428,134 over last four quarters). This is in spite of the fact that that figure 
does not include issues such as rent arrears and mortgage arrears, which 
undoubtedly lead to other housing issues such as possession.  

 
● Page 23 still shows 71% of housing enquiries are dealt with at gateway/by 

daysheet. This indicates that LCAs are often signposting housing enquiries 
straight to other organisations, may be due to lack of resources/experience 
and a lack of funding for specialist advice (e.g. legal aid). 

 
Private rented sector issues have decreased by 9%. The only increase is to 
Environmental & neighbour issues, by 4%. These include Anti-social behaviour (+8% 
- 1,219) and environmental issues (+9% - 1,100) 
 

 
 
 
 
 
 

32 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/544925/mortgage-and-landlord-possessions-statistics-april-june-2016.pdf


Citizens Advice: Advice trends quarter two  2016/17  

 

 
Overall Threatened homelessness is down by 9%. LA possession action (1,641) is 
down 3%, HA possession action (2,049) is down 10%  and private landlord 
possession action (3,025) is down 1%.  
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Discrimination 
The graph below shows the overall trends indexed to Quarter 1 2014/15 

 

Q1 16-17 
Local Citizens 

Advice 
Web 

Discrimination  %   % 

Issues 3,971 3% 414,207 42% 

Clients 3,180 4%   
 

Part 2 Q2 16-17 % change 

Discrimination: Disability excluding Mental Health 1,079 1% 

Discrimination: Race including nationality 666 2% 

Discrimination: Disability Mental health 532 0% 

Discrimination: Pregnancy & maternity 6151 16% 

Discrimination: Other 351 6% 

Discrimination: Sex/gender 307 17% 

Discrimination: Age 129 -35% 
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Part 2 – two increases Q1 16-17 % change 

Discrimination: Sex/gender 307 17% 

Discrimination: Pregnancy & maternity 6151 16% 

 

Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org 
Number 
of views % of views 

Taking action about harassment 87,000 21% 

Disability discrimination 34,000 8% 

Equality Act 2010 - discrimination and your rights 17,000 4% 

Discrimination because of Race 17,000 4% 

Discrimination because of Religion of belief 16,000 4% 
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Client profile 
The following tables provide a percentage analysis based on those clients for whom 
that profile item was recorded. The percentage of all clients for whom it was not 
recorded is also shown for each item. Ethnicity, age, and gender are well recorded. 
For household type, employment status and tenure, the estimates are somewhat 
less reliable than for other characteristics as these are not recorded for about one 
third of clients. However, we have no reason to expect a particular bias in those 
recorded. 
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Client Profile Tables : 12 months average to 30 September 2016 
 

Gender Percentage 

Female 56% 

Male 44% 

Total 100% 

Gender not recorded 8% 
 

Age Percentage 

0 to 16 0% 

17 to 24 8% 

25 to 34 20% 

35 to 49 31% 

50 to 64 28% 

65 to 74 8% 

75 to 84 4% 

85+ 1% 

Total 100% 

Age not recorded 12% 
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Ethnic origin Percentage 

African 4% 

Caribbean 2% 

Other Black background 1% 

Bangladeshi 1% 

Indian 2% 

Pakistani 2% 

Other Asian background 2% 

Mixed White/Black African 0% 

Mixed White/Black Caribbean 1% 

Mixed White/Asian 0% 

Other Mixed background 1% 

White British 75% 

White Irish 1% 

Roma/Gypsy/Traveller 0% 

Other White background 7% 

Chinese 0% 

Any other ethnic group 2% 

Total 100% 

Black and minority ethnic (BAME) 18% 

Ethnic origin not recorded 14% 
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Disability and long term health problems Percentage 

Long term health problems and/or disability 41% 

Not disabled or long term health problems 59% 

Total 100% 

Disability or health status not recorded 22% 
 

Disabled - type of condition Percentage 

Disabled - cognitive impairment 1% 

Disabled - hearing impairment 2% 

Disabled - learning difficulty 2% 

Disabled - mental health 23% 

Disabled - multiple impairments 6% 

Disabled - physical impairment (non-sensory) 18% 

Disabled - visual impairment 1% 

Long term health problems only 46% 

Total 100% 
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Occupation (self defined) Percentage 

Carer - children 2% 

Carer - elderly/disabled 2% 

Employed <30 hours p/w 2% 

Employed >= 30 hours p/w 21% 

Employed between 16 and 29 hours p/w 8% 

Employed <16 hours p/w 4% 

Looking after home - no dependents 0% 

Looking after home - dependents 3% 

On Govt scheme for employed 0% 

Other 4% 

Permanently sick/disabled 16% 

Retired 12% 

Self-employed 5% 

Student 2% 

Unemployed 19% 

Volunteer 0% 

Total 100% 

Occupation not recorded 64% 

Inwork 39% 

Unemployed or economically inactive 61% 
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Household type Percentage 

Couple 17% 

Couple with dependent children 18% 

Couple with non dependent children 3% 

Single person 36% 

Single person with dependent children 17% 

Single person with non dependent children 4% 

Other adult only 5% 

Other with dependent children 1% 

Total 100% 

Household type not recorded 41% 

Households with dependent children 35% 

Households without dependent children 65% 
 

 

Housing tenure Percentage 

Buying a home (mortgage, etc.) 13% 

Homeless/hostel 2% 

Other 1% 

Own outright 13% 

Prison 0% 

Private tenant 26% 

Rent free housing 0% 

Shared ownership 1% 

Social tenant 34% 

Staying with relatives/friends 8% 

Total 100% 

Housing tenure not recorded 42% 
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Appendix 1: Advice Issue 
statistics – last eight 
quarters 
 

See separate Excel file/PDF for: 

 

●  Table 1: Advice issue statistics summary 
●  Table 2: Advice issue statistics by second tier categories 
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Appendix 2: Understanding 
the advice statistics – what 
is recorded 
All clients are recorded on a single database. Within a Local Citizens Advice there 
will be a single client record for an individual client, however often s/he returns to 
that office. The client record contains profile information on age, gender, ethnicity 
and disability, and other characteristics, including local authority and ward. 
 
Whenever a client contacts the service, an adviser will search for their record and 
either add a new enquiry, or continue work on an existing enquiry if the client has 
returned about an ongoing problem. A new enquiry will be opened if a client 
presents a fresh problem or inter-related set of problems. A client may therefore 
have several enquiries over time. Each interaction with a client (called a contact) is 
also recorded within an enquiry, so an enquiry may consist of a single contact 
where straightforward advice is given, or multiple contacts for a complex ongoing 
case. 
 
Within the enquiry, codes for ‘advice issues’ are recorded reflecting all the problems 
on which the client is being advised within that enquiry. A single enquiry may have 
multiple advice issues attached to it, so multiple issues can be associated with a 
client in any period. 
 
How issues are coded 
 
Each issue is coded using a three tier code: 
 

● First tier (Part 1) – the broad category of the problem (Benefit, Debt, etc.). 
● Second tier (Part 2) – a more detailed breakdown, such as the type of debt 

or type of benefit for which advice is given. 
● Third tier (Part 3) – describing the nature of the advice, such as negotiating 

repayments with the creditor for a particular debt, or advising on eligibility 
and entitlements for a particular benefit. 
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Notes on Part 1 categories: 
 

● Benefits and tax credits contain all advice about new and existing claims, 
apart from debt resulting from benefit overpayments or loans. 

● Debt contains all debt problems, including all utilities debts, rent or 
mortgage arrears, and benefit and tax credit debt. 

● Housing contains all housing problems except those due to mortgage or 
rent arrears. 

● Utilities and communications contains consumer problems with 
utilities/telecoms, excluding debt repayment problems. 

● Financial products and services contains consumer problems with these, 
excluding consumer credit debt repayment problems. 

● Consumer goods and services contains all other consumer problems – 
with the exception of travel, transport and holidays, which have their own 
category. 

● Discrimination this section includes: Discrimination, Hate Crime and 
Gender Violence/Domestic Abuse. We record the reason for the 
discrimination and the type of discrimination. We also record where the 
discrimination took place eg at work, or in housing. 

 
If a client returns for further help on the same enquiry, a new contact will be added. 
However, advisers do not add a duplicate code of existing issue codes if work 
continues on the same issue (e.g. negotiating repayments). Further issues are only 
added if the client presents with a further related problem (such as a new debt) or 
requires a new type of advice. Cases can span many months and issues may 
continue to be added as cases evolve. 
 
In a complex debt case, a code would be recorded for each debt (e.g. five separate 
credit card debts would attract five codes). Codes may be added from other 
categories according to the advice required (e.g. Benefit codes would be added if 
the client was also advised on benefits they could claim, and a Relationship/Family 
code if the debts were associated with relationship breakdown which also required 
advice.) 
 
Availability of further statistics 
If you require the second tier breakdown of the categories not included in 
Appendix 3, or if you are interested in third tier statistics please contact us. Counts 
of clients with particular types of problems and the profile of such clients can also 
be produced, although this depends on the availability of our staff resources and 
will attract a fee.  
 
Please contact Peter Watson: cmit@citizensadvice.org. 
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