
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 
 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 



 

 

Welcome to Citizen Advice Oxfordshire’s 2024-2025 Impact Report. As 
the incoming chair of the new board from the 1st of April 2025, it has 
fallen to me to write the foreword to this report. The whole Trustee 
Board is extremely grateful to all the staff and volunteers for their hard 
work over the last year. You will see further on in this report the huge 
impact this work and dedication has had for the people of Oxfordshire. 

This report was written after the merger of Citizens Advice West 
Oxfordshire, Citizens Advice South and Vale, and Citizens Advice Oxford 
but reflects the combined work of these three members in the year 
2024-2025 to demonstrate the work of Citizens Advice Oxfordshire as a 
whole.  

Citizens Advice Oxfordshire is a charity made up of hundreds of 
hard-working staff and volunteers, and as a result we are able to offer 
an incredible breadth of services to our clients and be involved in 
numerous campaigns across the county. Because of the wide range of 
work we do, this report covers a lot. It should give you an overview of 
what we do, the people we help, and the impact we have. I hope in 
reading this report you notice two things. First, the hugely positive 
impact we have on the lives of our clients, and second, the sheer 
number of clients we are able to help as the merged Citizens Advice 
Oxfordshire. 

 

Philip Baker, 

Chair of Trustees 
 
 
 
 

 



 

 
 
 

●​ Delivered advice to 20,432 clients 
●​ Helped our clients with 81,240 issues 
●​ Handled 10,154 telephone calls and held 5,944 face to face interactions 
●​ Achieved an increase in annual income of at least £10.3 million for our 

clients 
●​ 58% of our clients had a disability or long term health condition 
●​ 96% of our clients earn less than the UK median income 
●​ On average 33 clients a week ask for help with food bank vouchers or 

charitable assistance 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 
 
 

Citizens Advice Oxfordshire is an independent charity and a member of the 
Citizens Advice network.  We provide free, confidential, independent and 
impartial advice to help people through life’s challenges.  We actively 
campaign for policy changes that improve lives and communities based on 
our own research and the stories we hear.   
 
People come to us when they need advice on benefits, debt, housing and 
employment.  In addition we provide information and support on pensions, 
legal disputes, consumer issues, discrimination, family breakdown and much 
more. 
 
The current political and economic landscape in the UK and worldwide 
continues to present complex challenges for some of the most vulnerable 
people in our communities.  These include the migration to Universal Credit 
from legacy benefits, the continuing shortfall between private rents and the 
Local Housing Allowance (LHA), greater reliance on food banks and other 
charitable assistance, and increase in the need for debt advice, and the impact 
of international instabilities that contribute to increased energy and associated 
costs.  All these issues mean that we are needed more than ever.  We exist to 
help people navigate their way through these often complex issues, and to be a 
positive voice for meaningful change. 
 
We are neither constrained by ideology nor driven by business interests.  Our 
work complements existing services provided by local government and other 
charitable organisations.   
 
With the strength and support provided by the wider Citizens Advice 
network, we have a significant and wide reaching impact on the lives of 
those that need us in Oxfordshire and beyond.   

 



 

As a registered charity, we rely on funding from local and national government, 
service contracts, grants and donations.  Our funders enable us to multiply the 
value of their contributions by bringing individual, public and fiscal value to 
Oxfordshire.  On 1 April 2025 Citizens Advice Oxford, Oxfordshire South and 
Vale Citizens Advice, and Citizens Advice West Oxfordshire merged together to 
form Citizens Advice Oxfordshire.  The chart below shows the breakdown of 
funders for 2025-36, showing the range and diversity of sources of income.  
Note: National Funding means subcontracts from Citizens Advice nationally.    

 
Without the generous support of all of our funders, we would not be able 
to provide our services.  This report describes how we utilised our funding in 
2024-25 to improve outcomes and create value for our clients, volunteers, and 
for Oxfordshire generally.  We present some of the extensive evidence gathered 
by our teams, as well as stories from some of our clients in the past year.  In 
doing so, we hope to demonstrate the significant achievements of our teams, 
our ambitions for the future, and the enduring necessity of the work we do.  
 
 

 



 

Visions, ambitions and priorities for CAOX 2025-2027 
 

Agreed in July 2024, we agreed the following: 
 
Vision Statement:  To provide holistic, quality advice services that meet the 
needs, and raise the voices of the people of Oxfordshire through a sustainable 
and resilient organisation that is innovative and responsive to change. 
 

Our Values: 
●​ We will embrace innovation - we will have a ‘can do’ culture and will not 

be afraid of trying new things.  If something isn’t working we will learn from 
it and make improvements. 

●​ We will learn from each other - we will work collaboratively and share our 
knowledge and expertise, agree on best practice and implement 
organisation-wide standards.  

●​ We will deliver - we will do what we say we are going to do, and be honest 
if we can’t. 

●​ We will be accountable - to clients, staff and volunteers, funders and 
partners.  We will have good governance. 

 

Our ambitions and indicative high level organisational priorities 
for 2025-27: 

1.​ Continue to provide high quality advice to over 20,000 clients annually, 
through multiple channels, with a special focus on serving the most 
vulnerable individuals.  

2.​ Expand our services across our wider geographical area, and continue to 
work closely with Citizens Advice West Northants and Cherwell whilst aiming 
for a future agreement to establish a single Oxfordshire organisation.  

3.​ Create flexibility in directing client facing resources to where the need is 
greatest - no internal geographical boundaries. 

 



 

4.​ Actively seek innovative solutions to improve our services to clients, and to 
support our staff and volunteers.  

5.​ Campaign on the issues that are important to our clients.  
6.​ Strengthen and expand our stakeholder relationships and work with 

partners to provide the best services we can for our communities.  
7.​ Maximise our opportunities to secure grants, contracts and to fundraise, to 

increase service provision and to improve our long term sustainability.  
8.​ Improve our recruitment and retention by being a great place to work and 

volunteer.  We will create a welcoming and inclusive culture, provide more 
opportunities for progression and excellent training and support, alongside 
competitive terms and conditions for staff.  

9.​ Strengthen our board and leadership.  Our ambition is to build a balanced, 
skilled, diverse and ambitious board supporting an experience Chief 
Executive.  

 
 
 
 

 



 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

We have been challenged by the sustained, increased demand for our services, 
and recruitment of staff and volunteers has been very difficult.  However, we 
remain committed to ensuring that the most vulnerable people in our community 
continue to be supported through face-to-face consultations and home visits, and 
to growing our capacity to meet this increased demand.  
 
In 2024-20225, 76% of clients found our services easy to access. This figure 
was closer to to 86% prior to the pandemic, so we have some way to 
improve access.  

 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 

 



 

The vast majority of the clients whose income is recorded are economically challenged 
(approx. 12% of clients tell us their income profile).  In 2024-25, over 96% of our clients 
whose income was recorded earned less than the national median income of £3,058 
per month.  In the graph below anyone not in the first column on the left earns less than 
the national median income.  Over 47% lived on less than £1,000 per month.  It is difficult for 
these clients to access conventional financial and legal aid, and so our services are 
particularly necessary for them.    

Our commitment to diversity, tackling discrimination, and providing an inclusive service is 
high priority for us.  We embody these values in all aspects of our work, and we encourage 
people from all backgrounds to use our service.  

 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

Of the clients whose ethnicities were recorded, 
76% identified as White, 9% as Asian, 7% as Black, 
4% as mixed race, 1% as Arab, and 2% as other.  
We had 21 hate crime issues reported from 14 
clients, 12 of those were racially motivated. 
 
It is particularly worth noting that 7% of our clients 
are black compared to just 2.2% of the general 
Oxfordshire population.  This may suggest that 
people of colour in Oxfordshire face 
disproportionately more issues than white 
people, and that more needs to be done to 
address this disparity. 
 

Some of our clients do not speak English as a first language.   Many of these clients face 
extra challenges when accessing public services, as they are often given lots of complex 
information in a language that they are unable to understand.  For these clients we use 
professional interpreter services to help them navigate their issues with as little unnecessary 
stress as possible.  Providing this services makes our advice services as accessible as 
possible for those in need.  

 

 



 

Oxfordshire continues to have an ageing population.  However, over the last three years we 
have seen a much more balanced age profile for our clients.  We believe that this was 
initially because of the pandemic bringing more employment enquiries.  Since 2022 there 
have been more generalised financial hardship issues.  The older clients are more likely to 
be looking for assistance with disability benefits and energy costs. 
 
Only 3.8% of our clients are between the ages of 16-24, despite that age group making up 
15.1% of the population.  This may be partially due to young people facing less complex 
issues than older people, who have households and families to manage.  During the 
pandemic we did see more young people contacting us, implying that when young people 
do need us, they will find us.  Our increasing presence on social media also aims to make 
our services more accessible to young people. 
 
We consistently continue to see a higher proportion of 55-64 year olds compared to 
the general population.  

 
 
 

 
 
 

 



 

Our most important service is straightforward:  we help people to overcome problems and 
live better lives.  In 2024-25, we helped 20,432 unique clients with 81,420 issues.  79% of the 
issues brought to us fell under six categories: 
 

1.​ Universal Credit (22,599  issues) 
2.​ Benefits and Tax Credits (20,091 issues) 
3.​ Housing (6,917 issues) 
4.​ Debt (5,579 issues) 
5.​ Financial Services and Capability (5,360 issues) 
6.​ Charitable Support and Food Banks (3,292 issues) 

 
 
 
 

 



 

Over 50% of the issues we advised on in 2024-2025 were related to benefits. 
The introduction of Universal Credit (UC) in November 2017 consolidated several 
former benefits into a single payment.  However, the implementation is still not 
complete and the application process continues to be challenging for many 
people. This year the Department of Work and Pensions invested in additional 
advice resources to complete the transition by the end of 2025.  CAOX is 
delivering part of the national Help to Claim service to support that aim, which 
should see numbers drop considerably in 2026. It is worth noting that despite 
being introduced to unify other benefits, we have seen a notable decrease 
in enquiries relating to other benefits since UC’s introduction. 
 
This year we dealt with 81,240 issues, compared to 72,493 in 2023-2024.  The 
main factor contributing to this increase is the more than 7,000 additional 
Universal Credit issues we dealt with this year compared to last year.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

This year we have seen a 58% increase in issues relating to immigration and asylum.  
Some of this increase was due to the eVisa scheme: funded from September 2024-2025 to 
offer guidance to those struggling with the new eVisa.  As of June 1st 2025, Biometric 
Residence Permits (BRP’s) are no longer accepted for travel to the UK. This means that 
everyone with a BRP needed to apply for an eVisa, and we were there to help individuals 
who needed it. 
 
However, removing eVisa issues, we still see a 35% general  increase in immigration and 
asylum issues. This seems to be due to a range of factors, with notable increases in issues 
relating to family, dependents and partners, workers, and nationality/citizenship.  This may 
be because clients have become more aware of our services due to the eVisa service, or 
because of general increase in uncertainty among immigrants during the year.  

 
 
Providing immigration advice is closely regulated, and though at CAOX we can provide 
‘Level 1’ immigration advice, there is a notable lack of services in Oxfordshire that can 
provide ‘Level 2’ immigration advice for clients with more complex issues.  If demand for 
immigration advice continues to increase, this may become a significant gap in service, and 
impact on other aspects of life for those clients.  

 



 

 
 
 
 
 

 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
35% of the benefits and tax credits issues we helped with in 2024-2025 were in relation 
to Attendance Allowance and Personal Independence payment.  These benefits support 
people with disabilities or long term illnesses and are essential for helping them remain 
independent and cover the additional costs associated with disability and long term 
conditions.  For many clients our advice is essential in challenging decisions and ensuring 
that they receive the correct award. 
 

 
 
 

 
 
 
 
 
 
 

 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

We saw an average of 197 debt-related issues every week over the past year.  The most 
common of these were council tax arrears, making up 15% of debt-related issues.  Rent 
arrears accounted for 10% and fuel debts 9%.  In many cases, we helped clients have their 
debt rescheduled or written off through a debt relief order or bankruptcy.  In doing so, we 
helped prevent housing evictions and alleviated a substantial source of stress and anxiety 
for our clients.  
 
 
 
 
 
 
 
 
 
 
 
We recorded 300 issues relating to domestic abuse or violence.  Women are more likely to 
experience domestic abuse, with over a third of cases reported to us recording abuse by a 
current or former partner.  Whilst these cases are a small percentage of all that we deal 
with, they are often the most complex cases, with multiple intersecting issues including 
housing, debt, benefits, relationships and family issues and more.  Through our holistic 
approach to person centred advice, we are able to support, signpost and provide practical 
advice and assistance.  

 



 

 
 
 
 
 
 
 
 
 
 
 
 

 

 



 

 
 
 

As a member of the nationwide Citizens Advice Network, we are able to focus on local 
issues while maintaining an influence at a national level.  Although we are an independent 
local charity, we work with partners across Oxfordshire and the UK to achieve common 
goals for the benefit of our communities.  Our partnerships with a wide range of 
organisations and funders enable us to provide a diversity of services to meet the needs of 
those most in need.   
 
We offer drop-in sessions across most of Oxfordshire, as well as home visits for clients who 
need them.  In addition, we are delivering advice through our Adviceline Partnership, 
telephone appointments, webchat and email.  As well as the drop-in service, we offer face 
to face appointments to those with more complex needs.  
 
As a member of the Citizens Advice network, we can maximise our resources by supporting 
each other to make our services more accessible.  Some of our projects have a wider 
geographical reach than Oxfordshire, such as the Pension Wise service, providing pension 
guidance to 2.592 clients nationally in 2024/5. 
 
The total number of Oxford, South Oxfordshire, Vale of White Horse and West 
Oxfordshire residents who received advice from Citizens Advice was 11,888 and the 
total number of issues dealt with was over 45,700.  

 

 



 

 
 

 
Citizens Advice Oxfordshire provides a uniquely holistic service that aims 
to tackle the root causes of the issues our clients face.  We strengthen 
community ties, improve social wellbeing and deliver fiscal savings on public 
sector spending.  
 
Keeping people in employment is one of the most important outcomes we 
contribute to, as this both maintains independence for the individual and 
delivers social value.  Our clients are empowered by the economic 
self-sufficiency that comes with fulfilling work and a reliable source of income.  
At the same time we contribute to fiscal savings through reduced out-of-work 
benefits and tax credits, and increased tax revenue, bringing a positive impact to 
everyone.  We estimate that we generate savings to the Department of 
Work and Pensions (DWP) of £4.5 million and save the NHS £288,000 by 
assisting people to stay at work, or into work.  
 

 



 

Keeping people in their own homes is another vital outcome for the community.  
Aside from the obvious benefits of avoiding homelessness, we help reduce the 
demand for temporary accommodation, bringing significant fiscal savings to 
local authorities.  We often resolve disputes and help clients manage their 
finances in order to prevent potential evictions before they escalate, saving the 
time and expense of avoidable evictions.  We estimate fiscal savings of 
£598,000 to the Local Authority by helping people remain in the homes.  
Our campaigns to ensure benefit income was increased in line with inflation, and 
to ensure the Local Housing Allowance was reviewed have helped to ensure that 
tenants’ rights are protected, and that the issues are brought to the attention of 
policy makers.  
 
It is impossible to put a monetary value on all the outcomes we achieve.  This is 
especially true of the ways in which we improved people’s wellbeing, whether by 
reducing stress and anxiety, or by empowering people and improving their 
confidence in managing their issues.  We calculate that our services are likely 
to deliver over £1.5 million in savings to the NHS through reduced use of 
mental health and GP services, as well as keeping people in work.  
 
We use our funding to generate value that greatly exceeds the amount we 
receive, benefitting all of Oxfordshire.  
 
 
 

 
 
 
 
 
 
 
 

 



 

 
We want our advice to be accessible to everyone, whenever they may need it.  We 
maintain close partnerships with other organisations to ensure we are accessible to 
those who need us most and to signpost, refer, or otherwise enable our clients needs 
to be met where others are best placed to do so. 
 
We are very grateful to the organisations we partner with for their continued support.  
These partnerships are essential to ensuring we help as many people as we can, and 
provide them with the highest quality of advice. 
 
Core Services supported by our local County, District and City councils 
Our core services are largely supported by our local authorities, and form the bedrock 
of our offer.  This includes our free, confidential, independent advice on a range of 
issues, including benefits, debt, housing, employment, consumer rights and family 
matters.  We have six advice centres across four local authority areas. 
 
Oxfordshire County Council supports our debt advice through funding for four full 
time debt caseworkers. 
 
Citizens Advice West Northants and Cherwell 
We work closely with our neighbour Citizens Advice to provide full coverage of 
Oxfordshire.  We jointly deliver our County Adviceline and other shared services. 
 
 
  

 



 

Oxfordshire Advice Partnership 
The Oxfordshire Advice Partnership, funded by Oxfordshire County Council, sees us 
working closely with Age UK Oxfordshire, Oxfordshire Welfare Rights, and the Oxford 
independent Advice Agencies.  The service provides money advice to those who have a 
long term health condition or disability, their family and carers, and young people 
transitioning from Children’s Care services. Advice by a self help website, telephone, email 
and outreach where appropriate. 
 
Trussell Trust Financial Inclusion  
Working with Trussell Trust foodbanks in Abingdon, Witney, Banbury and Bicester, this 
service tackles financial hardship by offering money advice services to food bank users.   
 
We were recently able to help a couple with debts due to a change in their benefits.  They 
were struggling to afford the essentials and were relying on food bank support. We 
assisted them by helping them prepare a budget, maximised their income and suggested 
changes they could make to save money.  They are now able to meet their essential costs 
and put something aside for the winter bills.  They were very grateful to both the food bank 
and our service for helping them budget more effectively.     
 
Pro Bono Legal Advice Clinic 
Our advisers can help find solutions for most problems, but sometimes our clients need 
legal advice.   Thanks to the generosity of local solicitors’ firms, we are able to offer free 30 
minute advice appointments with solicitors and paralegals with expertise in family, 
employment, immigration and general law.  
 
While we do not offer legal representation, the 30 minute appointments are often enough 
to resolve our clients' issues or help them with their next step. 
 
Reaching Communities, National Lottery 
This funding allows our advisers to work closely in partnership with local food banks and 
community larders across Oxford. By embedding our outreach advisers in these 
community locations, we can extend our reach to clients who might not otherwise be able 
to access our services. This project is particularly aimed at people who are currently living  
in financial or housing crisis, and allows us to work with them to put in place long-term 
solutions to the issues they face.   

 



 

 
 

 
Major Trauma Service 
We have an adviser at the Major Trauma Unit in the John Radcliff Hospital, Oxford.  They 
provide the full range of independent and impartial advice and information to patients 
and/or their families.  The service is primarily delivered at the patient's bedside. 
 
Macmillan Benefits Advice Service 
Our Macmillan Benefits advisers offer detailed, independent and confidential support to 
people with cancer, their carers and families.  We aim to maximise income and provide 
advice to health and social care staff about financial help available for cancer patients.  This 
support is available to anyone being treated for cancer at the Oxford University Hospitals 
Trust and living in Oxfordshire or neighbouring counties.  
 
Cottsway Money and Advice service   
Cottsway Housing Association has had a long partnership with Citizens Advice Oxfordshire 
in Witney, to provide money advice services to all their tenants, wherever they are, with the 
intention of helping prevent the breakdown of tenancies and evictions.  Based within 
Cottsway’s office in Witney, our team works independently but in partnership with 
Cottsway staff to gain the best outcomes for our clients.     

 



 

 
Henry Smith - Improving Lives 
This funding enables us to provide intensive support to people from low-income 
households in Oxford, particularly those with disabilities. Our specialist Benefits Advisers 
and Debt Advisers help these clients to claim their benefits entitlements and address 
problem debt, and empower them to understand their rights. 

 
RAF Brize Norton Casework service 
Funded by the Armed Forces Covenant Fund Trust, our RAF Brize Norton service 
offers our full advice and casework service to serving personnel, their current and ex 
partners (if still living in Forces accomodation), and civilian employees on the base. 
Our caseworker has over 20 years experience of working with RAF Brize Norton and 
the unique nature of working with our Armed Forces.  We are very grateful for the 
ongoing support of the Station.  
 
Multiple Sclerosis West Oxfordshire - Generalist Advice 
We have provided advice to people living with multiple sclerosis (MS) and their carers 
in West Oxfordshire for many years.  The service supports people with a variety of 
issues such as benefits, consumer, employment, energy and supporting benefit 
appeals.   
 

 

 



 

 
 



 

 
 

 

 



 

 

 



 

 
 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

 



 

 
 
 
 
 
 

 

 
 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 

 
 

 
 
 
 
 
 
 
 
 
 

 



 

 

 



 

Below is a list of the organisations, trusts and individuals that support our services. We 
could not deliver the range of services that we do without your support.  On behalf of the 
Trustees, Staff and Volunteers, thank you. 
 
Oxfordshire County Council  

●​ Oxfordshire Advice Partnership - Adult Services and Public Health, through Age 
UK Oxfordshire 

●​ Money Advisers - Adult Services  
Oxford City Council​ ​ ​ ​ Core Service for Oxford City 
South Oxfordshire District Council​​ Core Service for District 
Vale of White Horse District Council​ Core Service for District 
West Oxfordshire District Council​ ​ Core Service for District, Budget Builder 
Cottsway Housing​ ​ ​ ​ Money Advice Service for Cottsway tenants 
​ ​ ​ ​ ​ ​ ​ Rent free office space, Cottsway House 
Citizens Advice 

●​ Help to Claim (Universal Credit) ​- DWP 
●​ PensionWise​​ ​ ​ - Money and Pensions Service 
●​ Debt Advice Project​ ​ - Money and Pensions Service 

Trussell Trust​ ​ ​ ​ ​ Financial Inclusion Service through Food banks 
National Lottery ​ ​ ​ ​ Reaching Communities 
Armed Forces Covenant Fund Trust​ RAF Brize Norton Casework Service 
Henry Smith Charity 
Town and Parish Councils 
Helen Roll Trust 
Friends of West Oxfordshire Citizens Advice 
Friends of Citizens Advice Oxford 
Friends of Citizens Advice Thame 
MS Society (West Oxfordshire) 
Parochial Church Councils 
Shell UK Employee Grant Scheme 
Individual Donors 
D Watt, P Toms, JS & GP Allison, S Watson, D Bates, S Bailey 
 
There are a number of other regular donors and supporters who wish to remain 
anonymous.  Thank you to all of you, you know who you are.  
 

 



 

 
 
 

 
 
 
 
 

 
 
 
 
 
 
 

 
 
 
 
 

 


