
Aims, Principles and Policies of the Citizens Advice Service

Aims
The Citizens Advice Service provides free, independent, confidential and impartial advice to everyone on their rights and responsibilities.  It values diversity, promotes equality and challenges discrimination.

The service aims:
· To provide the advice people need for the problems they face
· To improve the policies and practices that affect people’s lives

Principles
The Citizens Advice service is :
· Free
· Independent
· Impartial
· Confidential

The service provided by Citizens Advice organisations is completely independent.  Offices are therefore able to offer impartial advice to all enquirers and to take up any issue with the appropriate authority on behalf of individuals or groups.

The service provided by Citizens Advice is impartial.  It is open to everybody, regardless of ethnic or national origins, colour, gender, HIV status, disability or sexual orientation.  Advice and help will be given on any subject without any preconceived attitude on the part of the organisation.

Citizens Advice offer confidentiality to enquirers.  Nothing learned by each organisation from enquiries, including the fact of their visit, will be passed on to anyone outside the service without their express permission.

Research & Campaigning
It is an equal part of the aims of our service “to improve the policies and practices that affect people’s lives”.  What this means in practice is that we continually review and update our knowledge of local policies and practices.  Through observing the experiences of clients and working closely with colleagues we are able to identify emerging problems.  Where we observe that a local issue is causing difficulty we can take steps to help improve those services.  We can establish liaison and provide direct feedback on how practices are affecting individuals and communities.  We constructively challenge poor practice and in doing so help to improve services in both the public and private sectors.




































Who we are and what we do
We help people find a way forward
We can all face problems that seem complicated or intimidating. At Citizens Advice we believe no one should have to face these problems without good quality, independent advice.
That’s why we’re here: to give people the knowledge and the confidence they need to find their way forward - whoever they are, and whatever their problem.
We give advice to millions of people
Our network of independent charities offers confidential advice online, over the phone, and in person, for free.

When we say we’re for everyone, we mean it. People rely on us because we’re independent and totally impartial.
We also give advice on consumer rights on our consumer helpline, support witnesses in courts through the Witness Service and give pension guidance to people aged over 50.
We help millions of people every year. In 2019-20, this included:
· 34,500,000 visits to our website
· 1,344,000 people helped face to face
· 1,010,000 people using our phone service
· 483,000 people contacting our consumer helpline
· 436,000 people getting help by email or webchat
· 97,000 witnesses through the Witness Service
In total we helped 2.8 million people in person, by phone, email or web chat. Our advice website had over 34.5 million visits and the site had 54.5 million pageviews.
We provide support in 2,540 locations across England and Wales with 21,400 volunteers and 8,150 staff.
We speak up for our clients
No one else sees so many people with so many different kinds of problems, and that gives us a unique insight into the challenges people are facing today.
With the right evidence, we can show big organisations – from companies right up to the government – how they can make things better for people.
We see how problems can be linked. By helping people with the underlying cause of their problems and making sure they don’t get worse, we save the government and public services hundreds of millions of pounds every year.
We also look out for people as the statutory consumer watchdog for the energy and post industries. We show where things are going wrong and how to help make it better for people.
We make a difference
Last year we helped to solve the problems of 8 in 10 of the people who we gave advice to directly.
9 in 10 said that our advice had helped them find a way forward and 9 in 10 would recommend us to a friend.
Our service saves society money. In 2018-19 the advice we delivered directly saved government and public services at least £435 million - that’s £2 for every £1 spent on the service.

