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During another 
year of worry 
and uncertainty, 
more and more 
people have 
needed our help.



We are Citizens Advice

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.

Citizens Advice Bournemouth Christchurch and Poole offers free, 
confidential advice online, over the phone and in person.

²ƘŜƴ ǿŜ ǎŀȅ ǿŜΩǊŜ ŦƻǊ ŜǾŜǊȅƻƴŜΣ ǿŜ ƳŜŀƴ ƛǘΦ tŜƻǇƭŜ ǊŜƭȅ ƻƴ ǳǎ 
ōŜŎŀǳǎŜ ǿŜΩǊŜ ƛƴŘŜǇŜƴŘŜƴǘ ŀƴŘ ǘƻǘŀƭƭȅ ƛƳǇŀǊǘƛŀƭΦ

No one else sees so many people across the conurbation with so 
many kinds of problems, and that gives us a unique insight into the 
challenges Bournemouth, Christchurch and Poole residents are 
facing today.

With the right evidence, we can show big organisationsτfrom 
companies right up to the governmentτhow they can make things 
better for people.

¢ƘŀǘΩǎ ǿƘȅ ǿŜΩǊŜ ƘŜǊŜΥ ǘƻ ƎƛǾŜ ǇŜƻǇƭŜ ǘƘŜ ƪƴƻǿƭŜŘƎŜ ŀƴŘ ǘƘŜ 
confidence they need to find their way forwardτwhoever they 
are, and whatever their problem.

When we say weɅre 
for everyone, we 
mean it. People rely 
on us because weɅre 
independent and 
totally impartial.



Introduction
A message from our Chief Executive Officer

Having been through the Covid crisis moving into a year with 
most restrictions lifted we immediately went into the 
emergence of the Cost of Living Crisis which proved another 
strong challenge for our Clients, Staff and Volunteers which hit 
our communities extremely hard.

BCP Council received national funding in the form of 
Household Support Fund which we supported in 
dissemination of these essential grants to thousands of BCP 
residents in the form of vouchers, along with additional 
essential grants for other sources. However, these grants have 
been a short -term fix and more still needs to be done to 
elevate the poverty residents are in or moving towards.

Over the year we have seen a change within the cohorts of 
clients approaching us for help and support. We have seen an 
increase in the older generation and working households 
across every ward within the BCP conurbation.

We have responded to these needs by expanding our access 
to clients from telephone, in -person drop -in advice at 
Christchurch and Poole libraries and Bournemouth Civic 
Centre. 

Zoe Bradley - Chief Executive Officer



Our Community Action Vehicle continues to travel across 
the conurbation Monday ɀ Friday and is now very well -
known, enabling us to go to areas of need when the clients 
cannot always access our fixed locations.

The number of clients seen over the year has been more 
than ever in our history 16,222 people asked for advice 
with 47,001 issues. This equated to 6,759 in person 
appointments, 26,321 emails and 13,139 telephone calls 
completed.

The economic and social value of our work to the public 
over the year equates to £40,485,437. Financial value of 
our work to the people we help £11,648,201 and the work 
we deliver saves the government and public services 
£3,983,535. 

Along with these figures for every £1 invested we achieved: 
£30.40 in public value, £8.76 in value to the people we help 
and £3.00 in fiscal value.

I think you will agree these are amazing stats which can 
only be achieved by the amazing Team we have at Citizens 
Advice BCP, our Volunteers, Staff and Trustees who all 
work together for the good of BCP residents. 

For every £1 
invested we 
achieved: £30.40 in 
public value, £8.76 
in value to the 
people we help and 
£3.00 in fiscal value.



We could not deliver these outcomes without our funders 
who support us financially enabling us to achieve the 
outcomes we do to. To all who have supported us, we are 
eternally grateful for your commitment to us, particularly 
during these challenging times.

We are as always involved and by continuing to work with 
our  partners, stakeholders and network groups, we will 
ensure we continue to be responsive to emerging issues 
and support solutions that can directly benefit our clients 
and improve society for all.

A huge thank you from me to our staff, volunteers, 
Trustees and Members who make this service the 
organisation it is.

I am privileged to lead this organisation with the loyalty 
and support from our senior leadership team, our delivery 
teams and our administration teams. We look forward to 
another successful year with whatever new challenges 
confront us!

Zoe Bradley , Chief Executive Officer

We will ensure we 
continue to be 
responsive to 
emerging issues 
and support 
solutions that can 
directly benefit our 
clients and improve 
society for all.



A message from our Chair

Citizens Advice Bournemouth Christchurch and Poole is an 
independent charity and the leading advice organisation 
across the conurbation of Bournemouth Christchurch and 
Poole. We provide free and confidential advice to anyone 
that needs it. 

Our paid staff and volunteers give advice and support on a 
broad range of issues, and we participate in local and 
national campaigns on matters important to our clients.

Achieving Best Value for Bournemouth, Christchurch, 
and Poole

We bring measurable economic benefits to local communities 
through our advice - helping residents maximise their income 
and putting money back into the local economy. In 2022/23, 
we supported over 16,000 people to address over 47,000 
issues across a range of generalist topics and specialist 
services including debt, immigration, and benefits advice. We 
resolved 80% of issues completely and achieved outcomes, 
including income gain and debt write -offs for clients totalling 
over £4,400,000.

Jane Burrows - Chair



Increasing Demand for our Advice

Over the last year we have again supported more clients than 
ever before.

32% more clients have received our help compared to the 
previous year and the number of issues we have dealt with 
has increased by 48%.

Last year also saw the complexity of client need increase, with 
each client on average seeking help for more than 3 
interconnected issues.

Alongside increasing worries about money, our advisers have 
seen more people than ever before needing help with housing 
issues, relationship issues and access to food. 4 in 5 clients 
supported over the course of the year said that we helped 
them find a way forward.

Research, Campaigns and Communications

Conducting research and undertaking campaigns is essential 
for the ongoing improvement of services that benefit the lives 
of Bournemouth Christchurch and Poole residents. Our 
advisors help clients with the problems that they face at time 
critical points. Conducting research and engaging in campaign 
activities allows us to take this one step further. 

32% more clients 
have received our 
help compared to 
the previous year 
and the number of 
issues we have 
dealt with has 
increased by 48%.



Using the evidence collected, trends can be recognised that 
allows us to tackle clientsɅ problems at the root cause and 
work in a way that is preventative. This is beneficial in terms of 
our own time and resources, but also allows us to make the 
conurbation of Bournemouth, Christchurch and Poole a fairer 
and more inclusive community.

Last year our research, campaigns and communications work 
continued to be influenced by the emerging cost of living 
crisis, such as the affordability of energy, and the increasing 
costs related to affordable food access.

Challenges and Future Needs

With economic uncertainty continuing to affect both the 
people we help and the way in which we can maintain our 
services, Citizens Advice Bournemouth Christchurch and Poole 
recognises the need to be adaptable, responsive and diverse 
in both our approach to services and the ways in which we are 
accessible to the public.

We will continue to expand our technological advancement to 
create more ways for clients to reach out to us and will 
continue to seek out ways to increase our in -person provision, 
ensuring all residents across the conurbation can access free 
and impartial advice.

[We] recognise the 
need to be adaptable, 
responsive and 
diverse in both our 
approach to services 
and the ways in 
which we are 
accessible to the 
public.



Recognition

Alongside dedicated paid staff, our work is supported to a 
significant extent by a team of unpaid volunteers, either as 
trained advisers or providing clerical and administrative 
support. Our training and development programme has also 
enabled some volunteers to be successful in moving to paid 
roles, and an administrative apprentice has transferred to 
operational work and is training to deliver advice. 

Without the assistance of our volunteers, it would not be 
possible for us to provide the range of services currently made 
available to clients. Last year a total of 78 volunteers (excluding 
Trustees) supported delivery of our objectives and activities, 
providing an estimated public value of volunteering of over 
£400,000. I would like to thank all our staff and volunteers for 
their tireless commitment and dedication to the work we 
provide across BCP.

I would also like to thank our funders, trustees, members and 
community partners who have supported our work, enabling 
us to continue to help and advocate on behalf of 
Bournemouth, Christchurch and Poole residents.

Jane Burrows , Chair

78 volunteers 
supported delivery of 
our objectives and 
activities, providing 
an estimated public 
value of volunteering 
of over £400,000. 



About Citizens Advice

The Citizens Advice service is made up of the national Citizens Advice 
charity, and a network of over 250 independent local Citizens Advice 
charities across England and Wales. Our role at Citizens Advice 
Bournemouth Christchurch and Poole is to directly support our local 
communities and support the national charity to deliver its core aims 
in providing the advice people need for the problems they face and 
improving the policies and practices that affect peopleɅs lives.

How we deliver our services

Across England and Wales, Citizens Advice coordinates the delivery of 
advice via the national charity and local independent charities which 
together are supported by over 18,000 volunteers . Collaboratively, we 
deliver Pension Wise, our Adviceline telephone service and debt advice 
funded by the Money and Pensions Service.

Across Bournemouth Christchurch and Poole in the year ending March 
2023 we delivered our General Advice Service and nationally funded 
projects alongside several locally funded projects helping residents with 
issues including benefits, debt, financial capability, justice, household 
energy, charitable support, immigration  and families & relationships.



Who we helped in 2022 -2023

Banwo Ajilore ɀ Project Guider Household Support Fund
Beyhan Kaygisiz ɀ Project Guider Household Support Fund
Gabriela Grigore ɀ Project Guider Household Support Fund

James Yisa  ɀ Project Guider Household Support Fund
Victor Awoniyi ɀ Project Guider Household Support Fund


