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Chair’s report
The numbers seeking our help does not diminish nor do the issues they present.  The dedication, professionalism and sheer hard work of 

our volunteers and staff ensure these needs are met despite experiencing further funding cuts.

Many of you are aware of the unfortunate financial circumstances befalling Somerset County Council and, like many others, we faced an 

understandable cut in funding from them.  This presented us with a significant fall in our core funding and that funding is what keeps our 

doors open, pays the bills and pays our staffing expenses.

Our Chief Officer and his management team have worked far beyond what could be reasonably expected of them to mitigate the effect of 

these cuts and, in many cases, volunteered personal sacrifices to help. This is unbelievably generous and testament to their allegiance to 

Citizens Advice Taunton.  Support has come from many others: generous donations, financial support from other funders, even a rent 

reduction by our landlord.  I would like to offer a heartfelt thank you to all those people and, of course, our current funders including 

Somerset County Council and Somerset West and Taunton Council who are still supporting us despite their own financial issues. 

Nevertheless, we are still faced with a major cut and so we have implemented changes, to have a stable financial footing whilst exploring 

other avenues, to ensure we keep the doors open for those who increasingly need us especially when other sources of advice are 

diminished.

As ever, the report below is evidence of our ongoing success in delivering to our community and all those who volunteer and work within 

Citizens Advice Taunton should be rightly proud of these achievements considering the circumstances.  It is also gratifying, and a recognition 

of our abilities, that we can see an increase in the additional services that we are asked to undertake on behalf of other parties.  We 

continue on the path to increase the reach, scope and quality of our service.  Citizens Advice Taunton’s holistic service, which may appear 

unglamorous compared to headline single issues, remains absolutely essential to those seeking help and benefits the community and its 

economy as a whole.

Dr Julian Kupfer3



What we’ve achieved

Your local advice charity 

Citizens Advice Taunton provides free, 
independent, impartial and confidential advice to 
help people resolve their issues. 

We also campaign to raise awareness about big 
issues that affect people’s lives daily. We provide 
advice on a range of different issues.  Our goal is 
to help everyone find a way forward.

We value diversity, promote equality and 
challenge discrimination.

We’re an independent charity and part of the 
Citizens Advice network across England and 
Wales.

7,363 
clients helped

22,588
advice issues

Over 100
workers

5
locations
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We help people find a way forward by…

Providing free, 
independent, impartial 
and confidential advice 
to anyone on a range of 
topics

Working with clients, 
taking into account all 
the ways the issue may 
be affecting them

Using our local 
knowledge, supported by 
our national network, to 
help our clients

Helping clients to take 
the steps that are 
needed to solve their 
issues

Ensuring our advice 
services can be 
accessed in different 
ways

Campaigning for change 
where private or public 
policy and practice is 
preventing groups of people 
from receiving fair 
treatment
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Our services
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We pride ourselves on responding to any 
question from any client and without notice.

These questions can lead us to identify concerns 
over issues such as possession proceedings, 
homelessness, deposit disputes with landlords, 
benefit entitlements, employment, and many 
more.

Some of these issues lead to life-changing 
interventions requiring considerable technical 
and interpersonal skills on the part of the 
adviser. We also assist with numerous grant 
applications which enable clients to obtain 
furniture, clothing, white goods and so on, 
therefore helping people to cope despite 
extremely restricted incomes.
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Our Research and 
Campaigns work

20

During the last year, we have undertaken a 
range of research activities. These included:
• Monitoring the gender pay gap figures 

published by local employers
• Examining access of clients to the Local 

Assistance Scheme in conjunction with the 
Taunton Food Bank

We also participate every year in National 
Citizens Advice campaigns on Scams and 
Energy Saving. This year, we took fraud 
protection materials prepared in conjunction 
with the Police and delivered them to 
members of the public in Taunton Library.

We have worked hard to establish a system of collating 
Evidence Forms and agreeing any subsequent action with 
the Management Team.  This has ensured that the work 
of Research and Campaigns is firmly linked to trends 
identified by advisers in their work with clients. Any 
issues relating to problems with the local council or with 
Jobcentre Plus in Taunton are raised in meetings with 
these agencies. 

An example this year has been the practice of locating 
temporary housing for homeless families outside the 
town centre in hotels with no access to cooking facilities.  
Taunton Deane Borough Council (TDBC, now Somerset 
West and Taunton Council) promised to review this 
practice, using their own accommodation where 
appropriate. We were also monitoring TDBC’s use of 
bailiffs, following reports of a large local increase in 
evictions.
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I had nowhere to turn when I 
contacted your office because the 
Department for Work and 
Pensions were certain my benefit 
calculation was correct. Thanks to 
you, I have now been awarded the 
correct amount of Universal Credit 
and it has also been backdated.

Benefits Advice

The benefit system is essential but 
complex, particularly when welfare 
reform is significantly changing the way 
people manage a claim.

Maximising income is often part of the way 
we help clients who come to us about other 
issues. It helps reduce financial difficulty, 
promotes inclusion and benefits the local 
economy. Ensuring people can get on with 
their lives can prevent the need for more 
critical and costly state intervention.

2,315 clients
with 8,133 benefit or tax 
credit issues
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Case Study You have worked so hard for me and 
make me feel as if I’m your only client and 
I know that is how you make many of us 
feel. Thank you!

Paula has a fluctuating physical disability and was in receipt of Disability Living Allowance. 
As part of the government’s national reassessment, she was invited to claim Personal 
Independence Payment (PIP).

We advised Paula about the qualifying criteria for PIP and explored how this related to 
her symptoms and difficulties. We estimated that Paula would be eligible for PIP at the 
standard rate for both daily living and mobility, and we also advised her about other 
possible benefits including the ‘Blue Badge’ and reduced vehicle tax entitlements. 

Paula was awarded the standard rate for daily living only and so we advised her of her 
right to challenge this decision and helped her to submit a mandatory reconsideration 
but, unfortunately, this did not alter the outcome.

We advised Paula she could appeal the decision in an independent tribunal or she could 
choose to do nothing and await a future reassessment. Paula chose to appeal. When the 
appeal paperwork was received, we drafted legal arguments demonstrating Paula’s 
entitlement and prepared her to attend the hearing.

Paula described her tribunal experience “I was pretty stressed on the day, but the panel 
were very nice and understanding. They allowed me time to gather myself as I did have to 
answer a lot of questions.”

Paula’s appeal was successful. The tribunal panel awarded standard rate mobility, 
including arrears, as originally estimated. 
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We see people across the debt spectrum; 
including those who have tight finances, 
problems with arrears, and those 
threatened with bailiff action.

We play a vital role by first supporting people 
to pay their priority bills such as rent, council 
tax and fuel payments and then to help them 
stabilise their finances for the future. 

Debt Advice

817 
clients 
clients with 3,056
debt issues

19 clients had debt relief 

orders or bankruptcies with an 
average of £15,800 worth of debt 
written off for each
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Case Study
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Siful is a 24 year old who has been living alone since he was 16.  He lived in social housing 
outside of the Taunton area but, due to threats of violence from a local drug dealer, he 
was moved elsewhere.

Before his move, Siful had been on Employment Support Allowance but found that after 
the move Universal Credit (UC) only awarded him the basic Standard Allowance of  £251.00 
per month. We worked with him and he has now been awarded the Limited Capability for 
Work-related Activity Element of £336.20 per month.

After his initial debt appointment, we discovered he was not in receipt of Council Tax 
Support or the Single Person Discount (SPD). After contacting the council, both were later 
awarded and the SPD was backdated to the start of his tenancy which saved him £73 per 
month.

His debts include rent, council tax, gas, electric and budgeting advances. Several of these 
debts became deductions on his UC payment leaving him with £183.00 per month. We 
contacted UC and Department of Work and Pensions Debt Management and by doing so, 
the UC deductions have been reduced to a sustainable level.

Siful is still working with us on his ultimate goal to be debt free, but so far we have made 
him savings or increased his income by £4916 per year.

Since moving into the Taunton area, I 
have been able to reduce my stress and 
suicidal feelings and I’m building a safe 
and managed home life.



Housing Advice 692 clients
with 1,352 housing 
problems

Problems can arise regardless of 
housing type.

Our expert knowledge of legal rights and 
local processes is vital in helping, formally 
or informally, to de-escalate situations 
where someone might lose their home.

Case Study

Laura had been renting a property for 18 months and at the 
end of that time she signed a new tenancy agreement that 
involved a rent increase. A couple of months later, a fire broke 
out which the landlord blamed on her. Due to feeling scared, 
as she felt the landlord was bullying and intimidating her, 
Laura gave notice to move out and in response the landlord 
withheld her deposit and threatened court action for several 
thousand pounds. 

With our advice, Laura used the Deposit Protection Mediation 
Scheme and £587.50 was returned to her.
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Cold homes and 
health 

Across the UK many people suffer ill-health or 

are at risk of becoming ill due to living in cold, 

damp homes. 

Low income, poorly insulated housing, and 
expensive, inadequate heating systems 
contribute to fuel poverty. 

According to 2016 figures, there are 3.5 
million UK households living in fuel poverty.

In 2017, 400,000 Citizens Advice clients across 

England and Wales said they weren’t able to keep 

their home warm.

72% switch the 
heating off or 
turn it down to 
save money

52% heat and 
use fewer rooms 
than they would 
like to save 
money

37% cut back on 
other necessities, 
like cooking, to 
afford energy use

In Taunton Deane, people frequently seek help from Citizens 

Advice on cold home related issues.

In 2018/19, 190 people asked Citizens Advice Taunton for help 
on fuel debts and/or energy-related consumer problems.

Of the 578 people who sought help from Citizens Advice 
Taunton on housing problems in the same period, 66
experienced problems with repairs and maintenance.13



Employment Advice

14

People come to us with a range of issues 
which could lead to a deterioration in the 
employer-employee relationship. This can be 
detrimental to both parties, possibly resulting 
in unemployment. 

It can affect an individual’s ability to get on with 
their job, leading to a lack of productivity at 
work and potentially time off due to 
work-related stress.

We have considerable experience and can even 
assist clients at employment tribunal.

680 clients
with 1,584 employment    
problems

£17,000
settlement achieved for                     
one client
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Employment Advice Last year 168 people with mental health 
problems in Taunton Deane asked Citizens Advice 
for help with employment issues. When personal finances and home life are 

unstable, it can affect someone’s ability to find 
and keep a job which in turn can affect their 
health and confidence.

Evidence shows that employment is good 

for physical and mental health and that 

getting back into work can be the best way 

for people with health conditions to 

recover.

Citizens Advice plays a valuable role in helping 
people get back on track so that they can move 
into work with confidence.

National research conducted by Citizens Advice 
shows that, of those clients facing mental 
health problems:

33% have 
faced issues 
at work

1 in 5 found it 
hard to go to 
work

14% of employees 
didn’t receive 
reasonable 
adjustments on 
request
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Consumer Advice

884 clients
with 1,801 consumer problems

There is often a lack of knowledge about 
consumer rights and responsibilities 
regarding the purchase of goods and 
services.  

We have an unparalleled wealth of 
information about the problems 
consumers have, and share our insights 
with regulatory bodies.

These issues can affect anyone and can 
lead to financial consequences, 
especially for those who can least 
afford it.

Citizens Advice Taunton informed 
me of the procedures I needed to 
follow in order to get a refund, 
after I was sold a product without 
terms and conditions.
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Domestic Abuse

Survivors of domestic abuse have a high level of 

repeat incidents, with the severity of these 

escalating over time. 

This has an extremely adverse effect on the 

physical and mental health of the survivors and 

the children witnessing abuse. 

In 2018/19, 84 clients living in Taunton Deane 
sought advice about domestic abuse. 

What can we do to help?

The Citizens Advice ASK RE programme aims to help break 
the silence about Gender-Based Violence and Abuse (GVA), 
give better advice and support to clients who disclose, and 
develop improved referral and signposting pathways with 
partners.

An independent evaluation of the national programme 
reported:

• 24% of our clients say they are experiencing, or have 
experienced, domestic abuse from a partner or family 
member

• 86% of clients who were asked a question about domestic 
abuse said they are satisfied or very satisfied to be asked

The programme trains and supports advisers to routinely 
ask, unaccompanied, face to face clients with debt, benefit, 
housing and family/relationship enquiries about whether 
they have in the past experienced, or are currently 
experiencing, any form of GVA.
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Mental Health and 
practical problems

When someone is struggling with their mental 
health, practical problems can be harder to 
solve. 

Research shows that these problems are putting 
pressure on mental health services.

During the year, mental health was the number one health 

condition affecting clients.

The top advice problems for those clients with mental health 

issues in Taunton Deane were:

• Personal Independence Payment 

• Employment Support Allowance 

• Charitable support

When someone has a mental health problem, National 
Citizens Advice evidence shows that advice can
make a difference…

3 in 4 felt less 
stressed, depressed 
or anxious after 
advice

3 in 5 felt better 
able to manage 
their condition 
following advice

Over 2 in 5 sought 
help from health 
services less often 
after advice

Resolving practical problems can play an 
important part in supporting people with 
mental health issues to build their personal 
resilience and improve patient outcomes.
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Mental health recovery rates are significantly 
lower for people who have problematic debt.

Nationally, recovery rates for Integrated Access 
to Psychological therapies for people with both 
depression and problem debt is estimated at 
22%, less than half that of those who have 
depression but no financial difficulties
(55%).

Mental Health and 
practical problems Citizens Advice research shows clients with a mental 

health problem are:

● Twice as likely to be behind on a household bill

● Twice as likely to need our help with benefits 

advice

● Almost twice as likely to need advice on council 

tax arrears

● Three times more likely to be homeless due to 

repossessions from housing associations

● 60% more likely to need advice on accessing jobs.

8 out of 10 mental health practitioners said dealing 

with a patient’s practical issues left them with less 

clinical time to treat their mental health issues.
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An early history of  the 
Citizens Advice Service Advisers dealt with many issues relating to the loss of 

ration books, homelessness and evacuation. They also 
helped locate missing relatives and prisoners of war. 

Due to call-ups, household incomes reduced so debt 
quickly became a key issue amongst many.

In 1942, the number of offices peaked at 1,074 
including one that operated out of a converted 
horse box that parked near bombed areas!

The Citizens Advice Service has been 
helping to solve issues since 1939. 

The day after the Second World War was 
declared, on the 4th September, the first 200 
offices opened their doors.

From the beginning, volunteers ran the 
service working from public buildings and 
private houses.
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An early history of 
Citizens Advice Taunton • In May 1941 an independent Citizens Advice office 

was established at the Public Library
• In 1961, we applied for registration under the ‘new 

scheme’ and this was approved by the National 
Committee. According to the application form, the 
office was open all day on Monday and Friday and 
afternoons on Tuesday, Wednesday and Saturday. 
At this time, there were only three workers, who 
worked on their own. One of the workers had 
training in another office, and the other two trained 
with us.

• In July of that year, we helped about 100 clients.
• Also in that year, the worker running the office 

wrote that ‘… the Town Council has given us a grant 
of £30 (annually) so we should be alright now with 
£25 from the Law Society & £20 from the R.D.C.’ 
The letter was handwritten as a typewriter was 
presumably an unnecessary expense!

In September 1939, a Local Authority 
Information office opened its doors.

This acted as a Citizens Advice office for 
some weeks but then, due to the 
pressures of work, they had to confine 
its services to evacuees.
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Over 80% of our workers 
are volunteers

Our volunteers are vital to the way we deliver our 
service, enabling us to reach many more people 
than our funding would otherwise allow. 

It is an exceptionally skilled and truly dedicated 
volunteer team who give their time generously to 
help local residents.

We pride ourselves on training our volunteers to a 
very high standard. Some go on to become 
specialist caseworkers and work on issues such as 
benefit appeals, employment tribunals and debt 
relief orders.

The cases we deal with are often complex and could only be 
dealt with by highly trained advisers.

This volunteering model, and the standards we train them to, 
represent an enormous cost saving that would otherwise have 
to be met by Taunton’s network of services.
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I volunteer because… My volunteer made a difference by… Today I made a difference by…

‘I have a wonderful life now 
because other people helped me 
when I needed it. I can’t ever pay 
that back to them, but I can pass 
it on’

‘Providing help and support to 
someone who could not fill in a 
form without help’

‘Supporting someone 
experiencing domestic abuse’

‘Without you fighting my corner, I don’t think I’d 
be in the fortunate situation I find myself in now. 
I have a roof over my head, my rent is being paid 
and I finally have the correct amount of money 
to live on. It’s because of your compassion, 
understanding and hard work that I am now in a 
position where I don’t have to wake up to 
dreading a daily battle to survive’

‘Negotiating compensation of £6115 
for my client’

‘I want to support our local 
community and help others. I am 
always learning something new’

‘My volunteer helped inform me how to get a 
DBS check. He was very helpful and friendly and 
I now feel like I can move forward.’

Volunteers week 2019
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Value of our advice provision
Timely, wide-ranging and expert advice can prevent significant 
problems developing for our clients and our community.

£1.7 million
Reduction in health service demand, local 
authority homelessness and out-of-work benefits

£13.1 million
Improvements in health, well-being, participation 
and productivity

£9.4 million
Income gained through benefits and debts           
written-off and consumer problems resolved

Savings to local and national 
government (fiscal benefits)

Wider economic and social 
benefits (public value)

Benefits to the individual 
(financial income)
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We benefit everyone:
Our value is shared across society
Our value to society in 2018/19:

The values above are calculated using New Economy’s cost benefit model, which has been reviewed and approved by HM Treasury.

For every of local authority funding we generated

£3.75 in fiscal 

benefits

Total : £1.7m 

£20.33 in 

benefits to 
individuals

Total : £9.4m

£28.11 in 

public value

Total : £13.1m

£1
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Looking forward

Financially we have a challenging outlook, but the need for our service is as high as ever.  
Reaching the clients that need us may therefore involve using different methods (for example 
more telephone contact, and the use of digital tools to enable us to help clients remotely).  In 
that environment we will prioritise the clients that need us the most, and ensure that our face 
to face offer remains significant and always available for those that need it.

We will also fight hard to raise funds in order to recover our losses from recent funding cuts, 
and will continue as a leading advocate on social policy issues in order to influence and affect 
change, both locally and regionally.
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Our finances
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Our finances 
2018-19 2017-18

Unrestricted Restricted Unrestricted Restricted

In
c
o

m
e

Grants £246,313 £215,143 £241,948 £201,477

Donations £5,138 - £21,487 -

Contributions from 
Projects to
overheads

£39,658 (£39,658) £41,516 (£41,516)

Other £5,823 - £4,268

Total income £296,932 £175,485 £309,219 £159,961

E
x

p
e

n
d

itu
re

Fundraising - - £10,479

Staff costs £172,535 £159,631 £204,862 £145,985

Other expenditure £96,615 £5,544 £99,885 £5,283

Total expenditure £269,150 £165,175 £315,526 £151,268

Surplus / (deficit) £27,782 £10,310 (£6,007) £8,693



Free, impartial, independent, 
confidential advice.
Whoever you are.

We help people overcome their problems and 
campaign on big issues when their voices need to be 
heard. 

We value diversity, champion equality and challenge 
discrimination and harassment. 

Citizens Advice Taunton is the operating name of Taunton and District Citizens Advice Bureau. 
Charity registration number 1050297. Company Limited by Guarantee number 
2900368.Authorised and regulated by the Financial Conduct Authority FRN 617766.


