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Citizens Advice West Somerset
The Lane Centre
Market House Lane
Minehead TA24 5NW

Telephone: 0800 802 1808
www.citizensadvicewestsomerset.org.uk

admin@citizensadvicewestsomerset.org.uk
advice@citizensadvicewestsomerset.org.uk
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What we do

https://citizensadvicewestsomerset.org.uk/
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Our objectives

We offer a high quality, 
responsive advice service:

• enabling early actions to 
avoid escalation

• empowering clients to own the 
issues that affect their lives 



Volunteers

4
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Our team

6
Trustees

5
Paid staff*

*Only 2 
paid staff 

are full time
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Service hours

Monday

Tuesday

Wednesday

Thursday

Friday

Office

10:00 to 13:30

10:00 to 13:30

10:00 to 13:30

10:00 to 13:30

CLOSED

Home visits to vulnerable clients – *not promoted
*Only after all other avenues exhausted

08:00     18:00

08:00     18:00

08:00     18:00

08:00     18:00

08:00     18:00
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Where we help

Outreach sites

Always under review
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Where we help

Rural and urban 
analysis for 
deprivation across 
Local Community 
Networks LCN1; 13 
and 14 High

Low

Scheduled 
outreach

Unscheduled 
outreach Always under review
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Where we help

Rural and urban 
analysis for service 
provision across Local 
Community Networks 
LCN1; 13 and 14

High

Low

Scheduled 
outreach

Unscheduled 
outreach Always under review
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Client journey

First contact: 
Consents 
and initial 
assessment

Allocation to 
adviser(s)

Full 
assessment 
and mutually 
agreed 
division of 
responsibilities

Third parties 
engaged where 
necessary

Actions agreed 
and schedule of 
activity agreed

Face-to-face

Telephone

Email

Adviceline

Website

Webchat

Videocall

Ongoing support until all issues concluded
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How we help

Simple 
Queries

Simple Queries contain very little information about the client and our interaction.

Simple Queries provide quick advice without filling in a full case record.

The client interprets what is given and makes a decision.

Information

Advice

Casework

Holistic assessment of all issues.

Tailored advice fully explained.

Client fully supported during progress, including next steps.

Issues are explored.

Information contains publicly available information.

The client interprets what is given and makes a decision.

Specialist assessment of all issues.

Tailored advice fully explained and responsibility for client progress.

Client fully supported throughout the whole process.

measured 
in weeks or 

months

measured 
in days or 

weeks

measured 
in hours or 

days

measured 
in minutes 
or hours



Citizens Advice West Somerset is an operating names of West Somerset Advice Bureau. Charity registration number 1126930. Company limited by guarantee. 
Registered number 06693841 England. Authorised and regulated by the Financial Conduct Authority FRN: 628959. Registered office: Market House Lane, Minehead, Somerset TA24 5NW

Who we have helped

Benefits & tax credits

Universal credit

Charitable Support & Food Banks

Consumer goods & services

Debt

Education

Employment

Financial services & capability

GVA & Hate Crime

Health & community care

Housing

Immigration & asylum

Legal

Other

Relationships & family

Tax

Travel & transport

Utilities & communications

Grand Total

2,042

652

243

74

601

32

185

79

52

125

581

37

213

8

320

37

67

130

5,478

2,327
For the period between 1 April 2024 up to 31 
March 2025 we have helped many clients with 
a broad range of issues through all channels

Clients helped to date

Client issues

988
1,339

Complex cases

Simpler cases
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Who are our clients?

57% 43%

65% 30%6%

97%

Female

Male

Long-term Health

Disabled

White

Asian

Black

Mixed

Other

Prefer different description

Not disabled/no health problems

Gender

Disability /Long-term health

Ethnicity

15-19

20-24

25-29

30-34

35-39

40-44

45-49

50-54

55-59

60-64

65-69

70-74

75-79

80-84

85-89

90-94

Age
6% 12%
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Personal Independence Payments

General Benefit Entitlement

Council Tax Reduction

Attendance Allowance

Pension Credit

Limited Capability for Work

Council Tax Arrears

Housing

Employment Support Allowance

Managed Migration

Housing Benefit

Credit, Store and Charge Cards Debts

Debt Relief Order

Fuel Debts

Water Supply and Sewage Debts

Grand Total

628

474

169

158

148

116

110

108

106

92

82

60

56

43

36

2,386

£1,405,163

For the period between 1 April 2024 
up to 31 March 2025 complex cases, 
issues and financial outcomes

Most time-consuming client issues

Number of complex 
client cases:

Total number 
of issues:

Total number of 
activities:

5,478

988

Outcome data

6,451
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Return Against Funding

465 444 397
Average number of 

clients per team 
member and 

average value of 
outcomes

2025 2024 2023

Average number of 
clients per team 

member and 
average value of 

outcomes

Average number 
of clients per 

team member and 
average value of 

outcomes

£282,032 £190,806 £122,229

West Somerset CA 
productivity data for 
April 2024 to March 
2025 compared to 
the previous two 
years.
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Return Against Funding

Every £1 invested 
= 

£8.70 returned
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Minehead & Watchet LCN

Service overview for 
the period 2024-2025

Minehead
£660,049

Watchet

£232,646
Williton

£158,827
Dunster

£23,954
Carhampton

£21,135
Withycombe

£536

Old Cleeve

£11,289

Lydeard St Lawrence

£5,645
Stogumber

£11,882

Client financial 
outcomes April 2024 
to March 2025

2023 outcomes were 
£719,220

End of year outcomes 
are £1,134,068 which 
is 36% increase

Nettlecombe

£1,867
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Minehead & Watchet LCN

Service overview for 
the period 2024-2025

Water supply and sewerage

Credit and store cards

Debt relief order

Threatened homelessness

Council tax arrears

Personal
Independence

Payment

Fuel debts

Actual homelessness

General benefits

Attendance allowance

Pension credit

Council tax reduction
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Minehead & Watchet LCN

Service overview for 
the period 2024-2025

<25

25-34

35-44

45-54

55-64

65+

AgeMale

Disability Not

55% 45%

73% 27%

Female



64% of complex cases

Citizens Advice West Somerset is an operating names of West Somerset Advice Bureau. Charity registration number 1126930. Company limited by guarantee. 
Registered number 06693841 England. Authorised and regulated by the Financial Conduct Authority FRN: 628959. Registered office: Market House Lane, Minehead, Somerset TA24 5NW

Minehead & Watchet LCN

For the period 2024-2025

80% of financial outcomes

66% of issues

81% of activities
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Exmoor LCN

Selworthy

£14,665

£27,117
Brompton Regis

Brushford

£12,086

Dulverton

£31,090

Luxborough

£6,930

Porlock

£27,200

Luccombe

£8,008

Cutcombe

£6,024

Exton

£4,378

£9,882

Wootton 
Courtenay

Client financial 
outcomes April 2024 
to March 2025

2023 outcomes were 
£153,242

End of year outcomes 
are £171,556 which is 
10% increase

£24,176
Timberscombe

Service overview for 
the period 2024-2025
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Exmoor LCN

Service overview for 
the period 2024-2025

Debt relief order

Fuel debts

Debt assessment

Other debt

Council tax arrears

Council tax reduction

Personal
Independence

Payment

Threatened 
homelessness

Actual homelessness

General benefits

Managed migration

Pension credit

Attendance allowance
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Exmoor LCN

Service overview for 
the period 2024-2025

<25

25-34

35-44

45-54

55-64

65+

AgeMale

Disability Not

63% 37%

69% 31%

Female



11% of complex cases
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Exmoor LCN

For the period 2024-2025

12% of financial outcomes

11% of issues

17% of activities
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Dowsborough LCN

Service overview for 
the period 2024-2025

Holford
£37,137

Client financial 
outcomes April 2024 
to March 2025

2023 outcomes were 
£171

End of year outcomes 
are £37,137
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Dowsborough LCN

Service overview for 
the period 2024-2025

Relationships and family

Employment

Utilities and communications
Benefits and 

tax credits

Financial service 
and capability

Universal credit
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Dowsborough LCN

Service overview for 
the period 2024-2025

<25

25-34

35-44

45-54

55-64

65+

AgeMale

Disability Not

33% 67%

99%

1%

Female



0.7% of complex cases
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Dowsborough LCN

For the period 2024-2025

2.6% of financial outcomes

0.6% of issues

0.8% of activities
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Quarter 1 2025-2026

Service overview for the 
period 2025-2026 Q1

Tax
Relationships

Other
Legal
Immigration

Housing

Benefits

Universal Credit

Consumer

Charitable Support

Utilities and 
Communications

Travel and 
Transport

Health Care

Hate Crime

Finance Services

Employment

Education

Debt

Number of 
clients

Service Overview 2025-2026 Q1

686

Travel

Utilities

Tax

Relationships

Other

Legal

Immigration

Housing

Service Overview 2024-2025 Q1

Number of 
clients

609

2025-2026 Outcomes  Q1

£372,277

Benefits 
and Tax 
Credits

Universal Credit

Consumer Goods 
and Services

Charitable Support 
and Food Banks

£404,409
2024-2025 Outcomes Q1

Health

Hate 
Crime

Financial 
Services

Employment

Education

Debt

11%

Potential financial 
outcomes over

1.4 million
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For every £1 invested in our charity, we return £8.70 in fiscal value

Somerset Council: Council Tax Division, Housing Division, 
Environmental Health Division; Magna Housing; LIVE West; 

Housing 21; MIND; Minehead Community Hospital Barnfield Unit; 
West Somerset Food Cupboard; Moorland Food Bank; Quantock 

Food Bank; Probation Service; Navigate; Christians Against 
Poverty; Watchet Baptist Church; Rethink; Jobcentre/DWP; 

Diversity Voice; YMCA; Wessex Water; Home-Start; West Somerset 
Green Forum; Engage; Royal British Legion; Village Agents; 

Discovery; Community Support Groups; Dukes Bailiffs; Jacobs 
Bailiffs; CA Somerset.

Existing Relationships
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We are an entirely 
independent charity.

Citizens Advice does not fund us. 

We are part of the national network 
and we share a data platform.

We begin every financial year sourcing funding 
on an ongoing basis.
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Any questions?
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