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CAS first half year of 2013/14 in graphs 
 

Clients, enquiries, contacts, issues and outcomes 
 

 
 
We dealt with virtually the same number of clients as in the same period of 2012/13, but 
there has been a significant shift in the number of clients helped by either Core services or 
Specialist Services. This is mainly caused by the fact that we had to let go of our 
Community Legal Services contract by March 2013. Our Core service helped 10% more 
clients than in the same period in 2012/13. Keeping the total number of clients level.  
 
The reason our Core service could help more clients was that more enquiries stayed at 
Gateway work level (26% rise), meaning there was more time to see other clients. This in 
turn gave a rise of in enquiries in our Core service, which smoothed the enormous drop in 
enquiries handled by projects. Keeping the number of enquiries up: 150 enquiries more in 
the first half year of 2013/14 as compared to the same period in 2012/13 - a 3% rise.  
 

 
 

 
You would then expect to see at least a similar rise in the number of issues and contacts. 
The number of issues has actually risen a bit more than that, which means more issues 
recorded per client. This is either down to increasing vigilance by generalist advisers in 
recording or clients having more issues. The number of contacts has risen even more than 
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the number of issues, either through increasing vigilance of both generalist and specialist 
advisers or we have actually had more contacts per client.  
 
The way we record has quite some influence on the figures. Since our specialist projects 
have been recording 10% less issues and since we have had less specialist staff available 
in Debt and Benefits, it is a bit uncertain whether we should read too much into the next 
graph. However, nationally we are seeing more problems with people getting into rent 
arrears and people having problems accessing legal help. These trends do seem to come 
out in our figures as well. 
 

 
 
The number of discrimination issues has almost doubled as compared to the same period 
in 2012/13: 45. Again most issues are within Employment (34). Usually the biggest 
category is Discrimination because of Disability excluding mental health. However, in the 
first half of 2013/14 this was just surpassed by Discrimination because of 
Pregnancy&maternity. So far we have had two hate incidents reported to us in 2013/14, 
both were racist incidents.  
 
Per 1 April 2013 CAS was part of a pilot project around asking Debt clients (both men and 
women) a standard screening question on domestic violence. The project ran until the end 
of September and as expected there was a rise in the number of clients for which we 
recorded issues with domestic violence. In the first half of 2013/14 we recorded issues for 
49 clients as compared to 26 clients in the same period of 2012/13. Caseworkers are 
committed to keep on asking the screening question. The project has now been evaluated 
and it has been recommended to roll out the routine screening question to the whole 
Citizens Advice Service.
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Communication channels 
 
The percentage of clients helped over the phone is now back on the level of 2010/11 
according to recorded contacts in CASE (which includes any contacts via Adviceline). 
 

 
 
If you look only at the number of calls coming into our Adviceline that have been answered 
(2,594), than that is 17% higher than in the same period in 2012/13 (2,226). However, this 
is still not as high as we scored when we had the Remote Access Team in operation (see 
2010/11 in the graph below, 2,722 in total).  
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The number of visits to our website doubled in 2012/13 from 17,957 to 42,213. In August 
2013 our new website went live. At the moment it isn’t possible to combine figures for both 
websites with complete accuracy. We approximate that we had 23,604 visits in the first 6 
months of 2013/14. The graph below only shows figures for the old website. 
 

 
 
Since the stats start counting in April the number of new visitors is equal to the number of 
unique visitors for that month (unique visitors are only unique in a particular month). We 
ourselves count as one unique visitor since all our bureaux have the same IP address. We 
have detracted our own visits from the total number of visits already.  


