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itizens Client Overview

bureau

2025 was a busy year, filled with challenging cases, but also, countless positive outcomes
for our clients.

We saw a total of:
1,166 Active Clients (12.4% increase from 2024)

709 New Clients (23.7% increase from 2024)

4,820 Client Contacts (19.1% increase from 2024)

Monthly Overview
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September was the Bureau’s top month for Active Clients, reaching it’'s peak at 242 Active
Clients. In comparison to March, which was our Bureau’s lowest at 187 Active Clients.

July was the Bureau’s top month for New Clients, reaching it's peak at 75 New Clients. In
comparison to December, which was our Bureau’s lowest at 46 New Clients.

September was the Bureau’s top month for Client Contacts, reaching it's peak at 469
Client Contacts. In comparison to March, which was our Bureau’s lowest at 313 Client
Contacts.




i) Top Five Areas of Advice
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Our cases are categorised by set of advice codes. Level One, Level Two and Level Three. By
using our Level One advice codes, we can get an accurate picture of our Top Five Areas of

Advice in 2025.

Relationship

5.9% TOp Five Areas

Legal Proceedings

8.7% °
of Advice
Tax
9.3%
Benefits
55.1%

Debt
21%

In total our our Level One advice codes were used 3,701 times. Which is a massive 49.7%
increase to our 2024 total.

Benefits 1565
Consumer 154
Debt 596
Education 9
Employment | 122
Energy, Utilities & Communications . 86
Finance & Charitable Support | 141
Health & Community Care 54
Housing | 164
Immigration, Asylum & Nationality 25
Legal Proceedings | 248
NHS Concern or Complaint | 20
Relationship | 167
Tax 263
Travel, Transport & Holidays | 89
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Our clients contact us in various ways, and we try to always contact clients using their
requested contact method where possible.

How did we make contact
with our clients?

O O
0.2% Chatbot 42.6% Email 1.8% Letter

| o
16.4% In Person 38.4% Telephone 0.7% Webchat

Where was our team when they contacted our

[ )
clients?
O O
90.8% In Office 2.1% WFH 6.6% Ovutreach

0.5% Home Visit 0.1% Tribunal




)  Client Financial Gains
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Our total CFG for 2025 was £1,399,619.72.
This is a fantastic figure for our clients, as when averaged we would be looking at a CFG of
£1,200.35 per client.

Our CFG total for 2025 is a 67% increase in comparison to our 2024 total.

Jan £66,493.11
Feb £63,078.77
Mar | £114,287.44
Apr £689,310.12
May = £28,495.56
Jun | £70,620.90
ul | £44722.01
Aug | £122,009.96

Sep  £16,081.70
Oct  £32,445.05
Nov | £61,762.25
Dec £90,313.85
£0  £100,000 £200,000 £300,000 £400,000 £500,000 £600,000 £700,000

A Client Financial Gain is defined by Citizens Advice Scotland as “A gain is recorded where
the client has either gained money, has reduced their financial commitment or has
received a saving/refunding with the involvement of the Bureau.”

A gain is calculated for up to a maximum of 52 weeks (or 12 months), this also applies to
any payments awarded for life. The criteria is not limited too, but includes:
® Backdated payments/Awards
Refunds
Value of items replaced
Lump sum payments
Compensation
Debt write offs
Any savings to the client, such a reduction in utility bills



i)  Client Demographics
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Of our clients who wished to answer, the following demographics have been recorded.
These demographics are present in such a way that allows for our clients anonymity to

stay intact.
To allow for this, some demographics will be shown as percentages, whereas others will not

be given an exact number, just a visual.

250
Age Range
200 The age range 45 - 50 years old, was not

only our most populous age range in

150 2025, but also in 2024 and 2023.

100

50

0 Gender

v
O

_ Male

Our gender range remains more of less the 39.3%

same. With most years commonly having a
similar percentage split.

Female
60.7%

Do you consider yourself to be
trans, or have a trans history?

0.5% Yes

During the 2024 period, Yes was 1.2% and No was 98.8%.

No




i)  Client Demographics
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Looking at National Statistics published by Citizens Advice Scotland for the period of 2022-
2023.

The National average regarding ethnicity was:

93% - White
/% - Combined recording of any other ethnicities seen by Bureaux across Scotland

Ethnicity

O O
0.4% African, African British or African Scottish 1.3% Asian, Asian British or Asian Scottish
.

0.4% Mixed or Multiple Ethnic Groups 97.3% White

0.6% Other

We have access to language translation/interpruter services,
including BSL, should they be required during our
appointments.

We always aim, where possible to have these organised ahead
of time, to ensure that all of our clients get the same service.
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Relationship

Divorced/Dissolved Partnership
Married/Cohabiting/Civil Partnership
Separated in a Legal Partnership
Single/Never Been Married
Widowed

Other
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Previous years records and reports, also highlight that Married/Cohabiting/In a
Civil Partnership and Owner Occupier are consistently the highest recorded areas
for Relationship and Housing Status amongust our clients.

Housing Status
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Caring Responsibilities

Caring Responsibilities
32.8%

Nonf Using this information, we can categorise the
67.2% data into three specific areas, Adults, Children
and Elderly People.

Who do you have Caring Responsibilities for?

Elderly Person
10.2% Adult

Child
69.4%
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Employment Status

‘ o

19.2% Full Time Employment (30+ Hours) 2.4% Looking After Home/Family

5% Not Seeking Work 13.4% Part Time Work (Less than 30 Hours)
;¢ :

23% Retired 4.2% Self-employed
O \

0.8% - 19.5% Unable to Work Due to

Health/Disability
O ®
11.1% Unemployed 1.3% Other

Health Condition or Disability

Of the 64.6% who said they have a Health Condition
or Disability the following was asked - Does this make
it difficult for you to undertake day to day activites?

No
5.3%

Yes - Limited a Little
29.8%

Yes
64.6%

Yes - Limited a Lot
64.9%
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The vast majority of our clients self refer, meaning they have come to the Bureau of their
own accord or they have not told us how they learnt about us.

O O

1.4% Aberdeenshire Helpline 1.7% CAB
O O

0.7% Chatbot 0.1% Community Nurse
. »

0.1% Foodbank 0.1% GP
O O

0.2% HTC - Self Referral 0.6% Local Authority
O O

0.1% Mental Health Organisation 0.3% Other

Self Referral 1% Social Work




