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Barometer
Information and advice on money matters

Citizens Advice helped 168,500 people with a wide range of money management and 
financial services issues other than debt in 2015/16. Enquiries about savings and 
investments, pensions, income tax and insurance all increased, showing the ways 
people are thinking about their finances and their futures. We also provided 46% more 
people with financial capability advice so they can look after their money day-to-day.

Citizens Advice 
Hammersmith & Fulham 
helped 1,129 people with 
money advice last year. 
Many were learning how 
to navigate the market 
and use digital skills to 
manage their money.

“The people we help 
still want the basics, 
like how to create a 
budget or what different 
interest rates mean for 
borrowing or saving. But 
increasingly they want 
the knowledge and skills 
to manage their money 
differently - how to 
negotiate a repayment, 
change direct debit 
dates or have online live 
chats about products 
and services. People 
are bombarded with 
messages and choices 
and they’re becoming 
more aware that they can 
be savvy consumers.”

Clarissa Stoneham, 
Financial Inclusion 
Project Manager

Wills

Up 7% to 13,290

Up 16% to 23,000
Online: Over 1m page  
views with 52% on how 
much and how to pay

Down 8% to 4,500  
but selling and lending 

up by 9% and  
equity release up 6%

Down 6% to 12,750 
but opening an account 

up 2% to 3,600 
Online: 261,000 page views 

20% how accounts work  
18% stopping a payment

Up 94% to 12,900
Online: 263,000 page 

views with 50% on  
types of pension

Up 14% to 2,000

Savings and 
investments

Income tax

Mortgage

Up 9% to 6,100

Credit reference agency

Up 5% to 2,250

Insurance: contract 
terms and conditions

Personal pensions

Banking



Clients advised on financial capability 
increased 46% from 2014-15 to 2015-16

Gillian Guy 
Chief Executive of 
Citizens Advice

People face more financial 
decisions than ever before. 
With more ways to borrow, 
save, and juggle bills and 
commitments, it’s important 
that people have the 
knowledge and skills to 
make good choices around 
managing their money. 
Whether they are working 
through debts or taking on 
a mortgage, Citizens Advice 
helps people understand 
their circumstances and their 
options, so they are better 
able to manage their money 
today, plan for tomorrow and 
become financially secure for 
the future.

Financial capability clients have 
increased by 46% to 41,200 

Personal pensions clients have 
increased by 98% to 12,900

Some local Citizens Advice have increased their capacity to 
provide financial education, helping people to build up money 
skills like budgeting and getting the best deals. Increasingly this 
is offered alongside debt advice. 

In April 2015 we began delivering the face to face Pension Wise 
service. The new freedoms have prompted people to think 
about their finances in retirement, and the numbers of people 
seeking information on personal pensions has increased. 39% 
of clients with a pension query also had Pension Wise session, 
and 37% were advised on benefits and tax credit issues.

“I tried to apply for a loan 
from my bank, only to 
be turned down because 
my details had been used 
by a fraudster to apply 
for credit. Citizens Advice 
helped me to liaise with 
credit reference agencies 
to get my credit file 
sorted, and then showed 
me the best way to 
compare loan providers 
online. I ended up getting 
a loan quote that saved 
me a fortune.”

Sue, 50, Durham

Q1 Q1Q2 Q2

2014-15 2015-16

Q3 Q3Q4 Q4

14,000

6,000

12,000

4,000

10,000

2,000

8,000

0

34% 
increase in 
budgeting 
to 23,200 
clients

50% 
of clients 
advised on 
budgeting 
were also 
advised on 
debt

39%
61%

Personal 
pensions

Personal 
pensions and 
Pension Wise
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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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2015/16 summary 
Key Stats Local 

Citizens 
Advice 

Consumer Web 

How many people we helped  1,959,000 -  1 21,732,000  2

Client contacts / website visits 5,055,000 847,646 35,612,000 

Issues / website content views 5,607,000 597,216 54,772,000 

Enquiries & Gateways / cases 2,287,000 597,216  

 

Number of volunteers (members) 20,700 

Number of Members 316 

Number of regular advice locations 2,600 

 

  

1 We do not record unique clients for the Consumer Service. We will estimate the number for the 
annual figures in Q4. This will be based on the number of enquiries. 
2 We use Google Analytics which uses cookies to count unique devices / browsers used. We can’t count 
unique people 
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Issues  3 Local Citizens 
Advice 

Consumer Web 

 ‘000 % ‘000 % ‘000 % 

Benefits & tax credits 1,840 2%   11,224 32% 

Consumer goods & services  4 309 9% 447 -9% 12,342 -2% 

Debt 1,520 -4% 2 -24% 5,567 12% 

Discrimination 26 28%   1,279 89% 

Education  24 1%   532 35% 

Employment 377 -1%   8,054 12% 

Financial services & capability 188 32% 18 -30% 1,082 83% 

Health & community care 85 -1% 4 -24% 969 52% 

Housing 432 -2% 7 -10% 4,129 13% 

Immigration & asylum 78 13%     

Legal 198 0% 2 3% 2,604 19% 

Relationships & family 278 -2%   5,462 19% 

Tax 52 10%   1,529 31% 

Other 193 1% 117 13%   

Total 5,600 1% 597 -6% 54,772 17% 

 

  

3 All issues are rounded to the nearest 1,000. The totals may vary slightly to summing the  figures due 
to rounding 
4 The consumer category includes the categories of Consumer, Travel and utilities & communications 
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Quarter 4 2015/16 
summary 
Key Stats Local 

Citizens 
Advice 

Consumer Web 

How many people we helped  623,801  7,074,949 

Client contacts / website visits 1,383,510 211,730 10,268,652 

Issues / website content views 1,484,417 147,757 15,246,774 

Enquiries & Gateways / cases 611,299 147,757  

 

 

 

 

 

 

 

 

 

 

 

 

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  5 Local Citizens 
Advice 

Consumer Web 

 ‘000 % ‘000 % ‘000 % 

Benefits & tax credits 491 1%   3,484 27% 

Consumer goods & services  6 78 9% 112 -10% 2,550 -31% 

Debt 409 -3%   1,630 19% 

Discrimination 7 27%   377 57% 

Education  6 -1%   153 40% 

Employment 97 -3%   2,284 7% 

Financial services & capability 52 19% 4 -31% 382 106% 

Health & community care 22 -3% 1 -20% 328 55% 

Housing 115 1% 2 -25% 1,197 8% 

Immigration & asylum 21 12%     

Legal 51 -3%   752 16% 

Relationships & family 73 -3%   1,651 19% 

Tax 12 -7%   458 0% 

Other 50 0% 22 -16%   

Total 1,491 0% 148 -13% 15,247 7% 

  

5 All issues are rounded to the nearest 1,000. The totals may vary slightly to summing the  figures due 
to rounding 
6 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 Q4 are the largest section (23%) of pages viewed online. 

Consumer pages are down 31% and now make up 17% 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 15% of online page views compared to 7% of 
issue in Local Citizens Advice. 
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Key trends 
Local Citizens Advice 

Benefits 
There is an overall increase of 1% in benefits. PIP remains number one issue overall 
(to 88,000) and increased by 57%. ESA (to 85,200) has increased by 14%. 
 

Debt 
There is an overall decrease of 3% in debt issues. 
The biggest percentage increase of 15% (to 3,450) is in Hire purchase agreements. 
Council tax arrears remains the top debt issue (to 58,300) up 7% and Debt Relief 
orders are now number 2 (to 40,150) up 13%.  There have been decreases in most 
other debt categories. Payday loans have decreased 20% (to 4,450), Arrears of 
income tax, VAT or NI have decreased 19% (to 3,500) and Mortgages & other secure 
loans are down 18% (to 8,300).  
 
In addition to the longer term downward trend in consumer debt issues we have 
also seen reductions in some household bills such as fuel (-8%).  
 
Although not as large as in previous quarters, there are continuing small increases 
in Housing Association rent arrears (1%), Private rent arrears are up 3% with a drop 
of 5% in Local Authority. 
 

Housing 
Overall housing issues are up by 1%. This is due to to increases in two issues; LA 
homeless services up 5% (to 3,900) and Access to provision of accommodation up 
3% (to 9,000). There have been decreases in most other areas with the biggest drop 
in Threatened homelessness of 8% ( to 14,400). 
 

Employment 
Employment issues have decreased by 4%. There are decreases across all part 2 
issues.  The largest decrease are; 19% in applying for jobs (to 1,500), 11% in 
Employment Tribunals (to 4,600) and 10% in Self employment/business (to 3,700). 
 

Relationships and family 
There has been a 3% decrease in Relationship and family issues with small changes 
across most categories. The largest decrease is Child maintenance/non res parent 
& family are down 13% (3,700). There has been a 1% (to 1,700) increase in Social 
Services and support.  

10 
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Legal 
Overall Legal issues have decreased by 4%. One part 2 AIC increase, criminal Justice 
up 15% (to 3,200).  
 

Other 
Other issues are unchanged.  Food bank issues are biggest category and are 
unchanged at 12,100. Applications for charitable support (5,000) are up 4%  and 
Macmillan grant applications are up 18% (1,600). These are offset up decreases in 
other areas. 
 

Consumer goods and services 
Consumer goods and services issues are down 8% with decreases across all 
categories. The biggest decrease of 29% is in furnishings and floor coverings (down 
to 1,250).  
 

Financial products and services 
The major change in Financial products and services of 19% is due to increases in 
Personal Pensions up 62% (to 4,100), Financial capability up 28% (to 29,950) and 
Credit Reference Agencies up 21% (to 3,100).  
 
Note: Pensions 
The figures in this report exclude Pension Wise. As noted above we have seen an 
increase in issues relating to personal pensions and we have also seen a small 
increase in issues on State Retirement Pension issues  (under benefits up5%). These 
are undoubtedly linked to providing the Pension Wise service. 
 

Utilities and communications 
The increase in Utilities and communications of 11% is across several categories 
including: Water and Sewage up 61% (to 4,599) driven by Watersure / social tariff 
increase of  286% which is probably linked to increased roll-out/promotion from 
Water Companies from April this 2015), Fuel up 7% (to 18,600)  and 
Internet/broadband up 6% (to 1,000). 
 

Health and community care 
Health and community care issues are down by 4%.  There have been two 
increases; General medical practice up 8% (to 1,485) and Community care - Mental 
Health up 5% (to 1,865). 
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Immigration 
Immigration issues are up 12%. The biggest increases are: National/Citizenship up 
21% (to 4,900) and Workers up 23% (to 1,300). 

Tax 
Tax issues are down 7%. 

Education 
Education issues are down by 1%.  However the largest category of Schools, non 
advanced education are up 7% (to 1,940). 

Discrimination (including GVA and Hate crime) 
There has been an overall  26% increase in Discrimination.  
 

● Gender Violence issues are up 44% (to 2,670)  
● Discrimination issues are up 18% (to 3,900) 
● Hate crime issue are unchanged (189) 

 
We have been rolling out the Ask programme to routinely ask benefit and debt 
clients about Gender violence and running a campaign to raise awareness of 
Gender Violence. Both of these are 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. The outer ring is Q4 
2015-16 and the inner ring Q4 2014-15. Small categories have been grouped as 
Other. The percentage split remains fairly consistent with the exception of: 
Financial Capability has increased the Consumer category,  decreases across most 
debt categories have reduced overall debt. 
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Benefits and welfare 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

Q4 15-16 
Local Citizens 

Advice Web 

Benefits & Tax credits  %  % 

Issues 490,897 1% 3,483,754 27% 

Clients 195,246 0%   
  

Part 2 – Top ten issues Q4 15-16 % change 

Personal independence payment 87,979 33% 

Employment Support Allowance 85,184 14% 

Other benefits issues 57,075 -6 

Housing Benefit 52,352 -10% 

Working & Child Tax Credits 41,094 -7% 

Council tax reduction 24,285 -11% 

Jobseeker’s Allowance 20,814 -23% 

Attendance Allowance 15,667 -2% 

Disability Living Allowance 14,976 -36% 

Pension Credit 13,590 -13% 
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Part 2 – Top increases Q4 15-16 % change 

 Universal credit 6,707 315% 

Personal independence payment 87,979 33% 

Employment Support Allowance 85,184 14% 

State retirement pension 4,698 5% 

  

Part 2 – Top decreases Q4 15-16 % change 

Disability Living Allowance 14,976 -36% 

Localised social welfare 4,390 -32% 

Social Fund Loans-Budgeting 1,746 -29% 

Jobseeker’s Allowance 20,814 -22% 

  
  
 Key areas of Citizensadvice.org 
 

Area of Citizensadvice.org 
Number 
of views 

% views in 
section 

PIP 802,823 23.1% 

Employment and support allowance 368,454 10.6% 

Benefits and tax credits for people in work 211,422 6.1% 

Help with your council tax council tax reduction 198,239 5.7% 
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Comments on Benefits and tax credits 
 
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 
87,979 and is up 33% from Q4 last year. The major increases are in; 
Renewals and reviews up 212%, Eligibility - DLA reassessment up 164%, Appeals up 
by 58 and challenging a decision up 45%. However, with the exception of Poor 
Administration which has decreased 143% to 313 issues, all PIP part codes have 
increased. To be expected DLA has decreased by 36%.  
  
ESA has increased by 14% and is now the second issue at 85,184.  At the part three 
level there are five areas where increases are worth noting: 
Work capability assessment paper based is up 210% and WCA F2F is up 47%. 
Appeals are up by 17%, challenging a decision is up 34%, Premiums are up over 
33% (to 1,400). This category was only introduced in Q4 last year however,  there 
has been a steady growth quarter on quarter. 
  
Working and child tax credits have decreased by 7% with 3 increases at part 3; 
Appeals are up 8% (to 2,513), Alleged fraud, error and disputes are up 5% (to 1,927) 
and other are up 10% (to 2,136). 
  
Jobseeker allowance is down by 22%. Sanctions are down by 47%  (to 1,248) and 
there are decreases across all other part three codes. 
  
Although Universal Credit is up by 312% it is still only 6,707 issues.  
State retirement Pension issues are up 5% (to 4,698). 
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Personal independence payments (Q1- Q4) 
 
Reassessment of PIP started in Wales and it has the biggest percentage of adult 
population (0.6%) 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 (19,924) and the third highest proportion of population (0.35%). 
While the North East is nearly the smallest in volume (9,481) it is the second highest 
percentage of population (0.45%). 
 

PIP Number Issues % Issues % Pop 

North East 9481 8% 0.45% 

North West 19924 16% 0.35% 

Yorkshire & the Humber 11472 9% 0.27% 

East Midlands 10783 9% 0.30% 

West Midlands 13218 11% 0.30% 

Eastern 9554 8% 0.20% 

South East 13461 11% 0.20% 

South West 11739 10% 0.27% 

London 8240 7% 0.13% 

Wales 914175 12% 0.57%  

Grand Total 121678 100% 0.20% 
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Consumer 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

 

Q4 15-16 
Local Citizens 

Advice 
Consumer 

Service 
Web 

Consumer  %  %  % 

Issues – All consumer 130,058 7% 147,757 -13% 2,931,955 -24% 

Clients – All consumer 67,812 -3% n/a    

Consumer goods & 
services 

34,376 -3% 121,865 -12% 2,549,964 -31% 

Financial products & 
services 

52,325 19% 4,140 -31% 381,991 106% 

Travel and transport 13,211 2% 5,797 -3%   

Utilities & 
communications 

30,146 11% 15,721 -16%   
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Part 2 – Top issues for each section Q4 15-16 % change 

 Other goods & services 8,918 -15% 

Building repairs & improvements 3,866 -10% 

Second hand vehicles 3,158 -17% 

Fraud and scams 1,627 -9% 

Electrical appliances & repairs 1,880 -11% 

Furnishings & floor coverings 1,263 -29% 

Vehicle repairs/servicing 1,112 -20% 
   

  Personal Pensions 4,117 61% 

Bank/Building & P/O Accounts 3,175 -8% 

Credit Reference Agencies 3,079 21% 

Other credit, fin. & insurance issues 1,437 -19% 

Mortgages & secured loans 1,567 -3% 

Vehicle insurance 1,295 -11% 

Payment protection insurance 1,072 -19% 
   

Parking & Congestion 4,649 9% 

Driving 3,079 -5% 

Public transport 1,338 -7% 
   

Fuel (gas, electricity, oil, coal, oil etc) 18,598 7% 

Water & sewerage 4,599 61% 

Mobile phones 1.600 -21% 

Internet & broadband 1.003 7% 

Telephone landline 962 -22% 

Part 2 Q4 15-16 % change 

Financial capability 29,955 29% 
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Part 2 – Top increases Q4 15-16 % change 

Personal Pensions 4,117 81% 

Water & sewerage 4,599 61% 

Fuel (gas, electricity, oil, coal etc.) 18,598 7% 

Financial capability 29,955 29% 

Internet & broadband 1,003 7% 

Credit Reference Agencies 3,079 21% 

Parking & congestion 4,649 9% 

  

Part 2 – Top decreases Q4 15-16 % change 

  Furnishings & floor coverings 1,263 -29% 

Mobile phones 1,600 -21% 

Vehicle repairs/servicing 1,112 -20% 

Other credit, fin. & insurance issues 1,437 -19% 

  Payment protection insurance 1,072 -19% 

Second hand vehicles 3,158 -17% 

Private sales & internet auctions 1,077 -16% 

Other goods & services 8,918 -15% 

  
 
Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org 
Number of 

views % of views 

 Report to trading standards  200,368 6% 

 If you need more help about a consumer issue  188,360 6% 

 Water supply  122,457 4% 

 Return faulty goods  83,470 3% 

 Types of insurance  79,060 3% 

 Scams  58,435 2% 
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Comments on Consumer Issues 
 
The numbers at part three for most consumer issues are quite small. The biggest 
increases are 
 

● Consumer goods and services. There are decreases across all part 2 codes. 
Energy company obligations is the biggest drop of 36% (to 2,670) with 
Furnishing and floor coverings the second biggest drop of 29% (to 5,785). 

  
Across all part 2 codes Faulty/dangerous/unsafe goods are down 11% (to 
3,646). 

  
● There are several significant increase at the part three level driving Fuel 

increases: 
○ Selling and switching up   33% to 2,744 
○ Warm home discounts up   83% to 3,456 
○ Methods of payment up     4% to 1,617 
○ Price of tariff up     8% to 2,862 

 
● There was a decrease in Complaints of  20% to 2,630 

 
● Water and sewage: Watersure & social tariffs issues have increased 

dramatically by 286% to 2,194. Payment and billing issues have increased 8% 
to 1,158.. 

 
● Parking and congestions increases (9%) are due to another 12% increase in 

Blue Badge (to 3132). Parking on private land has increased 4% to (1,004). 
 

● The increases in Financial products and services is mainly due to an increase 
of 29% in financial capability (to 29,955). This is due to the expansion 
integrated money advice services providing fin cap alongside debt advice. 
The biggest part three Fin Cap increases are: 

 
● Income maximisation and benefits  27% 5,042
● Dealing with debt 13% 6,155
● Dealing with and understanding bills 42% 1,762
● Getting the best deals: energy 76% 2,952
● Budgeting and managing money 12% 7,430
● Other advice on money saving / reducing expenditure 22% 1,774
● Getting the best deals: Water 307% 1,657
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Debt 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

 

Q4 15-16 
Local Citizens 

Advice Web 

Debt  %  % 

Issues 408,534 -3% 1,630,487 19% 

Clients 108,190 -9%   
 

Part 2 – Top ten issues Q4 15-16 % change 

Council tax arrears 58,313 7% 

Debt Relief Order 40,165 13 

Credit, store & charge card debts 38,696 -6% 

Unsecured personal loan debts 32,931 -11% 

Other 29,040 -8% 

Water supply & sewerage debts 19,868 0% 

Fuel debts 18,258 -7% 

Rent arrears -  housing associations 14,416 1% 

Bank & building society overdrafts 14,222 -14% 
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Telephone & broadband debts 14,167 -6% 

 

Part 2 – Top increases Q4 15-16 % change 

Hire purchase arrears 3,483 15% 

 Debt Relief Order 40,165 13% 

Overpayments of WTC & CTC 10,104 9% 

  Council tax arrears 58,313 7% 

Rent arrears - private landlords 8,116 3% 

Overpts. Housing & Council Tax Benefits 9,269 3% 

Unpaid parking penalty & cong. chgs. 5,095 2% 

Rent arrears -  housing associations 14,416 1% 

 

Part 2 – Top decreases Q4 15-16 % change 

Social Fund debts 2,879 -22% 

Payday loan debts 4,456 -20% 

Arrears of income tax, VAT or NI contributions 3,521 -19% 

Mortgage & secured loan arrears 8,332 -18% 

 
Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org 
Number of 

views 
% of 

views 

Bailiffs 307,957 15.1% 

Bankruptcy 264,917 13.0% 

Debt relief orders 133,042 6.5% 
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Comments on debt issues 

At the part 3 level dealing with repayments is often the biggest category, 
enforcement, collection, recovery method and bailiff action are up across many 
categories. 
  
Council tax arrears remains the biggest single debt issue (58,313) and has 
increased by 7%. Bailiff and enforcement action issues account for 30% of issues. 
  
The largest increase has been Hire purchase arrears up 15% (to 3,457). 
Overpayments of WTC and CTC are up by 9% (to 10,104). 
  
Debt Relief orders are now the second biggest issues and second biggest increase 
(40,165) up 13%. Within DRO’s, the single biggest increase is  advice on implications 
which is up 23%.  IVA’s are unchanged at 3,805 and Bankruptcy issues are down by 
15 (to 12,000). 
 
Unpaid parking and congestion charges are up 2% to 5,095 and have a general 
upward trend over the last 8 quarters. 
 
There had been a linear decrease in payday loans to April 2015, since then issues 
have been fairly consistent quarter on quarter and are 4,456 in Q4. 
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Rent areas HA are up 1% (to 14,416), Private landlords are up 3% (to 8,116) and 
arrears to LA’s are down 4% (to 12,320). 
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Employment 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

Q4 15-16 
Local Citizens 

Advice 
Web 

Employment  %   % 

Issues 96,980 -3% 2,284,154 7% 

Clients 55,564 -5%   
 

Part 2 Q4 15-16 % change 

Pay & Entitlements 20,660 -5% 

Dismissal 15,359 -6% 

Terms & Conditions of Employment 12,732 -3% 

Dispute resolution 10,531 -7% 

Other 6,799 -5% 

Redundancy 6,775 -2% 

Employment tribunals & appeals 4,576 -11% 

Self Employment/Business 3,667 -10% 

Parent & Carers rights 3,568 -5% 

Resignation 2,472 -8% 
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Part 2 – Top  increases Q4 15-16 % change 

   

   

 

Part 2 – Top decreases Q4 15-16 % change 

Applying for jobs 1,492 -18% 

Employment tribunals & appeals 4,576 -11% 

Self Employment/Business 3,667 -10% 

Resignation 2,472 -8% 

Dispute resolution 10,531 -7% 

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

Part 3 – Top  increases Q4 15-16 % change 

Unlawful deductions 2,760 56% 

Selection for redundancy 1,454 4% 

 
 
Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org Number of views % of views 

Basic rights and contracts 238,293 10.5% 

Employment tribunals 212,565 9.4% 

Redundancy 207,256 9.2% 

Basic rights at work 104,980 4.6% 
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Housing 
The below graph shows the overall trends indexed to Quarter 1 2013/14 

 

Q4 15-16 
Local Citizens 

Advice 
Web 

Housing  %   % 

Issues 115,258 1% 1,196,815 8% 

Clients 70,726 -2%   
 

Part 2 Q4 15-16 % change 

Private sector rented property 30,596 1% 

Threatened homelessness 14,390 -8% 

Local Authority housing 9,619 -4% 

Housing association property 9,827 -4% 

Other housing issues 8,512 -3% 

Access to & provision of accommodation 9,014 3% 

Environmental & neighbour issues 6,212 -3% 

Owner occupier property 6,585 -6% 

Actual homelessness 5,398 -5% 

LA homelessness service 3,915 6% 
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Part 2 – Top  increases Q4 15-16 % change 

  LA homelessness service 3,915 6% 

Access to & provision of accommodation 9,014 3% 

 

Part 2 – Top decreases Q4 15-16 % change 

Threatened homelessness 14,390 -8% 

Owner occupier property 6,585 -6% 

Actual homelessness 5,938 -5% 

Housing association property 9,827 -4% 

Local Authority housing 9,619 -4% 

 
Key areas of Citizensadvice.org.uk 
 

Area of Citizensadvice.org Number of views % of views 

Subletting and lodging 110,981 9.1% 

Common problems with renting 81,276 6.7% 

Renting from a private landlord 75,673 6.2% 

Disrepair common problems 73,902 6.1% 

Student housing 73,588 6.1% 

 
Comments on housing issues 

Private rented sector issues have increased by 1%. The biggest increases are 
Suitability of accommodation (1,1942) up 7% and Security of tenure (1,696) up 
7%.  
 
Possession claims have increased:  4% in private rented sector (to 2,226) and  In 
LA they have increased 1% to (294). In HA they have decreased 13% HA (to 392).  
 
Harassment / Illegal eviction in PRS have decreased by 5% (to 905). There were 
also 1755 issues on retaliatory evictions (a new code in 2015/16). 
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Overall Threatened homelessness is down 8%. LA possession action (1,825) is 
down 6%, HA possession action (2,469) is down 13%  but private landlord 
possession action (3,439) is up 3%.  
 
There have been increases in three  small areas: Domestic violence up 18% (to 
228),  LA won’t rehouse permanently up 1% (to 212) and relatives/friends 
unwilling/able to house up 1% (to 1,631). 
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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 2015-16 
 

Gender Percentage 

Female 56% 

Male 44% 

Total 100% 

Gender not recorded 7% 
 

Age Percentage 

0 to 16 0% 

17 to 24 8% 

25 to 34 20% 

35 to 49 31% 

50 to 64 27% 

65 to 74 8% 

75 to 84 4% 

85+ 1% 

Total 100% 

Age not recorded 11% 
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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 13% 
 

 

 

 

 

 

 

 

 

36 



Citizens Advice: Advice trends quarter four 2015/16  

 

Disability and long term health problems Percentage 

Long term health problems and/or disability 39% 

Not disabled or long term health problems 61% 

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) 19% 

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 3% 

Employed >= 30 hours p/w 8% 

Employed between 16 and 29 hours p/w 7% 

Employed <16 hours p/w 17% 

Looking after home - no dependents 0% 

Looking after home - dependents 3% 

On Govt scheme for employed 0% 

Other 4% 

Permanently sick/disabled 15% 

Retired 12% 

Self-employed 5% 

Student 2% 

Unemployed 19% 

Volunteer 0% 

Total 100% 

Occupation not recorded 64% 

Inwork 40% 

Unemployed or economically inactive 60% 
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Household type Percentage 

Couple 17% 

Couple with dependent children 18% 

Couple with non dependent children 3% 

Single person 35% 

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 40% 

Households with dependent children 36% 

Households without dependent children 64% 
 

 

Housing tenure Percentage 

Buying a home (mortgage, etc.) 14% 

Homeless/hostel 3% 

Other 1% 

Own outright 13% 

Prison 0% 

Private tenant 26% 

Rent free housing 0% 

Shared ownership 1% 

Social tenant 33% 

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. 

 
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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