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1. Introduction

We have a responsibility to the individuals and families most affected by the cost

of- living crisis to deliver a robust Business Development Plan that responds to rising
debt, housing pressures, relationship challenges- and escalating living costs. This Plan
sets out a clear and practical response to the current national context.

We also recognise the pressures faced by our own people. Building on lessons learned
from different service delivery models, the Plan acknowledges the impact of prolonged
remote working on staff wellbeing. Our team’s commitment has been exceptional, and
we will ensure they are supported as we adapt to a changing operating environment
and new demands.

With Torbay Council planning to procure Advice and Information services later this year,
it is critical that we position the organisation strongly to secure this contract.

The Business Development Plan therefore focuses on three priorities:
* Supporting and retaining our people

* Securing the sustainability of existing services

+ Developing new services to meet growing and changing advice needs

Trustees have designated reserves within this Plan to meet increased demand for
advice.

While the future remains uncertain, the flexibility, resilience and ‘can do-' approach of
our people place us in a strong position to respond effectively to the challenges ahead.



2. Vision Statement 3. Mission Statement

@ All members of the community can @ To provide free, independent,
solve the problems they face and, as confidential and impartial advice to
a result, live happier and more everyone on their rights and
productive lives. responsibilities valuing diversity,

promoting equality and challenging
discrimination.

N\ N\

4. Strategic Outcomes 5. Strategic Aims
A. Reduced social and financial A. Be accessible for anyone in the
deprivation community regardless of any
barrier

B. Improved mental health and
wellbeing for the community B. Develop our knowledge and
understanding of the complex

C. More equitable and cohesive
needs of our clients

society

C. Design our services so that they
are more reflective of and relevant
to the communities we serve

D. Stronger and more resilient
communities

D. Campaign for change at a local and
national level

N




6. Our Strategic Priorities April 2026 - March 2028

Advocacy

Collaboration

1. : Improving the experience people have when they come us so that everyone
leaves with the knowledge and confidence, they need to find a way forward

2. : Supporting the health and well-being of those in financial
hardship and those at risk of homelessness

3. Advocacy: Being a stronger voice on the issues that matter most to the people who
come to us for help

4. Collaboration: Play a leading role to ensure that there is sufficient capacity within the
advice and information sector, including the use of technology

5. : We will secure our future as a service through a more collaborative
and proactive approach to service delivery with a focus on 3 key areas: finance,
expanding the trustee board and working in partnership.



7. Objectives

Objective 1: Advice

To ensure that everyone using our service leaves with the knowledge and confidence
they need to find a way forward, whilst offering quality experience to everyone who
comes to us for help.

Performance Measure:

By the 31°* March 2027, we will:
e Achieve at least an 80% client experience satisfaction score from those
completing our client survey
e Demonstrate improved follow through on advice through supported referral
pathways

In year one of this plan, we will take the following actions:

Action Output - amount produced Responsible
Outcome - changes occurred

1. Refine the Adviceline and referral Evidence shows a baseline and CEO, Advice Services Manager
model in line with learning from the then that call response is
Torbay Community Helpline increasing

Improved access and reduced

escalation to crisis

2. Expand outreach delivery includingIncreased number of advice Advice Services Manager
schools, pop-up advice surgeries and channels available
community events At least 75% ease of access score
3. Pilot a partnership handover Agreed referral and handover CEO, Advice Services Manager
model with a VCSE organisationto  process
provide post-advice Clients better able to act on
mentoring/coaching advice and sustain change
3. Maintain capacity for face to- -face 2000 clients are helped Advice Services Manager and
advice for the most vulnerable At least 80% client satisfaction Advice Service Team

score
5. Introduce Al tools to increase Reduced adviser time spenton  Advice Services Manager and
capacity routine enquiries and Advice Service Team

administrative tasks
Staff trained in the safe and
ethical use of Al-supported tools



Improved service efficiency and
resilience during periods of peak
demand

In year two of this plan, we will consider the following actions and initiatives:

Offer more community outreach locations which offer both technological advice
access as well as face to face

Develop a demand management strategy supported by a suite of self-help, and
other resources

Establish new volunteer teams so that clients continue to have the support they
need to challenge decisions, establish their rights and resolve their problems.

Objective 2: Health & Wellbeing:

To support the health and well-being of those in financial hardship and those at risk of
homelessness

Performance Measure:

By the 31% March 2027, we will:

e Achieve income gains for our ‘core’ clients totalling a minimum of £500,000 per
annum

e Evidence improved financial resilience for clients supported beyond crisis

In year one of this plan, we will take the following actions:

Action Output - amount produced Responsible
Outcome - changes occurred
1. Work with Torbay Council and VCSE  Joint funding activity and delivery CEO
partners to shape and deliver crisis and plans
resilience funding Reduced crisis presentations and
improved resilience

2. Work with the Health and Wellbeing At least one joint partnership project CEO and Advice Services
and Advice and Information Networks to has taken place. Manager

meet the needs of the Torbay communityMore clients are reached as a result

by exploiting partnership working of partnership working and there is

opportunities less duplication across the sector



3. Continue and expand outreach to

reach vulnerable groups

towns in Torbay.
People’s health and wellbeing

improves due to more being able to

access the service.

Quarterly outreaches in each of the Advice Services

Manager

In year two of this plan, we will consider the following actions and initiatives:

We will collaborate on joint investment opportunities to maximise the chances of

success

Objective 3: Advocacy
To use evidence we gather as a result of our clients’ experiences to campaign for change

in policies and services

Performance Measure:

By the 31° March 2027, we will:
e Produce at least 100 evidence forms
e Deliver at least one local and one national campaign
e Introduce new methods for measuring long term impact

~——

In year one of this plan, we will address the following actions:

Actions

Output - amount produced
Outcome - changes occurred

|Responsib|e

1. Develop new approaches to
measuring impact over time,
including follow up- and case
studies

Impact framework agreed and
implemented
Stronger evidence of long term- change

CEO

Research and
Campaigns Strategy
Group Leader

2. To raise the profile of
Campaigning & Research work
within the Charity for new and
existing staff in initial and
ongoing training

All advisers complete R&C Skillbook
modules.
Most' advisers raise one EF per month.

our lobbying.
Colleagues at CA Torbay are aware of our
own campaigns and national campaigns

Research and
Campaigns Strategy
Group Leader

Awareness is raised locally and nationally byAdvice Services

Manager

3. Embed research and
campaigning into
communications activity

At least two client stories are created per
quarter and shared where appropriate.

MP / Councilors are engaged in CA Torbay’s
work.

Research and
Campaigns Strategy
Group Leader




10 social media posts and 6 press releases
focused on R&C across the year.

5 events are attended.

CA information material and materials
informs and engages the public and recruits
volunteers.

We are fully informed and ready for
emerging advice needs after welfare
reforms.

Advice Services
Manager
CEO

4. Use client evidence to
highlight systemic failure

Evidence shared with decision-makers
Policy and practice improvements

Research and
Campaigns Strategy
Group Leader Advice
Services Manager

5. Maintain engagement with
regional and national Citizens
Advice networks

Be involved in at least one national /
regional event per year leading to stronger
collective advocacy

Research and
Campaigns Strategy
Group Leader
Advice Services

Manager

In year two of this plan, we will consider the following actions and initiatives:

— > We will promote the outcomes of our work relating to inequality, discrimination and

human rights

> Further embed our research and campaigning into our communications work so
that more people can be helped through structural change and service

improvements

Objective 4: Collaboration and Community Leadership
To strengthen the advice and information system in Torbay through partnership,

leadership and collaboration

Performance Measure:

outcomes

LCAs

By the 31" March 2027, we will:
e Operate effective partnership models that reduce duplication and improve

e Berecognised as a strategic leader within the local VCSE and statutory landscape
e Have become more sustainable thanks to closer partnership working with other




In year one of this plan, we will take the following actions:

Action Output - amount produced Responsible
Outcome - changes occurred
1. Conduct a review of service, Service locations monitored and |[CEO and Advice
locations and any unmet need reported to trustees quarterly.  Services

Unmet need is identified, and Manager
plans drawn up to address this

2. Continue to coordinate the Torbay Advice and Quarterly meetings CEO

Information Network Improved sector coordination

3. Play an active leadership role across strategic Ongoing representation CEO

partnerships System-wide improvements for
residents

4. Work with VCSE partners to develop supported Agreed partnership propocols  CEO and Advice
referral pathways Better client journeys Services Manager

5. Contribute to Citizens Advice Devon collaboration [Torbay representatives attend [CEO
CA Devon meetings and
discussions about possible closer
working.

Shared learning and
sustainability

In year two of this plan, we will consider the following actions and initiatives:

Consider the role that Al, a virtual adviser and/or chatbot technology could bring
to our services



Objective 5: Sustainability
To secure the long-term sustainability of the organisation through funding,
partnerships, governance and profile.

Performance Measure:
By the 31°* March 2027, we will:
e Maintain a sustainable funding mix

o Demonstrate strong local profile and credibility
e Ensure the organisation is well governed and resilient

In year one of this plan, we will take the following actions:

Action Output - amount produced Responsible
Outcome - changes occurred
1. Continue to pursue sustainable and Multiple funding applications CEO
diversified funding Reduced reliance on single income
streams
2. Demonstrate impact to retain and grow  Strong outcome reporting CEO
funding Increased finder confidence

3. Raise awareness of our local, independent Clear messaging and engagement CEO
charitable status Stronger community and
stakeholder support
4. Recruit and retain trustees and volunteers 3 trustees and 5 volunteers are CEO, Chair and
in line with EDI principles recruited. Advice Services
Strong governance and capacity Manager

5. Work with an external partner to bring IT  Cyber Essentials is achieved Assistant CEO, CEO
systems and processes up to standard and and Advice Services
gain Cyber Essentials Manager

6. See action point 5 under Objective 4 -
Collaboration

In year two of this plan, we will consider the following actions and initiatives:

Develop volunteering opportunities to assist with peer support, mentoring and
supervision

The Charity will reduce its carbon footprint and support the Torbay -Council
carbon neutral ambitions



Undertake a review of the suitability of our current premises in the context of
potential future service delivery models

8. Service Delivery

Core Generalist Advice Service
The service is operated from 29 Palace Avenue, Paignton.
The core generalist service is available through:
We continue to deliver our service through our enhanced Adviceline but

firstly ask that you visit www.citizensadvice.org.uk for initial advice and
information.

Our Adviceline number is 0808 2787859 (free phone), and is available as

follows:
Information Drop in Adviceline
services assessments

Monday 9:30 - 12:30 9:30-12:30 09.30- 16.00
Tuesday 09.00 - 16.00
|[Wednesday 09.00 - 16.00
Thursday 9:30 - 12:30 9:30 - 12:30 09.00 - 16.00
Friday 09.00 - 16.00

Out of core service hours, the following additional services are available:
o Access to www.citizensadvice.org.uk

A paid Supervisor (or equivalent) is present for advice sessions at all times. Our
Advice Services Manager is responsible for the core generalist advice service. Our
Assistant Chief Executive provides support, together with our Executive Assistant
and Administrative Assistant. The Business Support Administrator also provides
some support across our operations. The Chief Executive line manages the Advice
Services Manager and the Assistant Chief Executive

Research and campaigns


http://www.citizensadvice.org.uk/
http://www.citizensadvice.org.uk/

Research and campaigns activity is embedded across all services, projects and
contracts. It is led operationally by a volunteer and overseen by the Advice Service Team
Manager, with overall accountability held by the Chief Executive, including leadership on
publicity, engagement with elected members and national campaigning.

Strategic direction is provided by a Research and Campaigns Group comprising the lead
trustee, lead Supervisor, Advice Service Team Manager, Chief Executive and research
and campaigns volunteers. The group reviews local, regional and national intelligence
and agrees strategic priorities. Day-to-day delivery is supported by a team of research
and campaigns volunteers. The Charity is represented on the Citizens Advice Devon
Research and Campaigns (DRAC) Cluster Group.

Equity, Diversity and Inclusion (EDI)

A Strategic Equality, Diversity and Inclusion (EDI) Group, comprising the lead trustee,
Advice Services Manager, Chief Executive and EDI volunteers, provides oversight of EDI
across the organisation. The group considers local, regional and national issues
affecting both our people and our clients and ensures EDI remains central to all aspects
of our work.

Our aim is to ensure that no one- is disadvantaged as a result of their protected
characteristics. The group supports the embedding of good practice across the
organisation while maintaining ongoing scrutiny to identify and address areas for
improvement.

Specialist Project and Contracts

In addition to the core generalist advice service described above, the Charity has
the following specialist projects and contracts:

e Macmillan Cancer Charity Outreach - based at The Lodge
e Yorkshire Building Society - based at Hyde Road, Paignton
e School project - based in schools in Torquay and Brixham



Macmillan Cancer Charity (ends 31+
May 2029)

Our welfare benefit worker provides
telephone advice and an outreach
service to people affected by cancer
based at Cancer Support Centre,
Torquay.

-

Yorkshire Building Society (ends 30"
September 2026)

Working with national Citizens Advice on
this project, our generalist adviser has
appointments made by the YBS branch
and sees clients in the branch on one
morning per week.

School Project (ends 315t March 2027)

Funded by the Crisis Resilience Fund, we
have an adviser based in schools in
Torbay for for one day per week,
supporting parents of vulnerable
children by maximising their income or
helping with housing problems

TN

"

9. Communication with stakeholders

Effective communication is vital to ensure that the charity is striving to achieve its

vision.

External:

Strengthen engagement with stakeholders to secure and retain funding and to increase
partnership working. Extend the reach and accessibility of our services while clearly
demonstrating value and impact. Increase engagement with policy influencers and
decision-makers, including MPs, to evidence the impact of our research and campaigns
and to support fairer outcomes for disadvantaged groups.



Internal:

Ensure our people feel supported, valued, well informed and part of a cohesive team.
Provide opportunities for staff and volunteers to contribute and to have their voices
heard.

While recognising that some information is commercially sensitive or personally
confidential, we are committed to transparency and open communication wherever
appropriate.

Who do we need to reach?
Who's going to be influential in helping us to meet our objectives? Who needs to be kept
informed?

Audience 1: External: Stakeholders (all funders including local authorities and

councils), clients, local community groups and organisations, policymakers)
Audience 2: External: Clients

Audience 3: Internal: Trustees,

Audience 4: Internal: Volunteers

Audience 5: Internal: Paid staff

Our communications approach will remain flexible to respond to changing circumstances,
emerging challenges and new opportunities. The Plan will be updated as required to reflect
changes that need to be communicated internally, ensuring communications are timely,
effective, accessible and transparent.

What are our key messages?

We are a local, independent charity (not funded by the government, or national Citizens
Advice)

We demonstrate impact, including through client stories
We value and recognise our workforce
We uphold high standards of quality, regulation, accreditation, policies and procedures

We are committed to Equality, Diversity and Inclusion in all that we do



10. Resourcing strategy

10.1 The workforce

We continue to work with Citizens Advice Exeter, as part of a shared senior management
structure, to support the delivery model.

To achieve these performance measures, in year one our initial structure will support a
minimum staffing level of:

e Chief Executive - shared with Citizens Advice Exeter

e Assistant Chief Executive - shared with Citizens Advice Exeter
e Advice Services Manager

e Advice Session Supervisors

e Training Officer/Assistant

e Energy/Housing Supervisor

e Housing Advocacy Supervisor

e Macmillan Outreach Caseworker

e Yorkshire Building Society Adviser

e Adviser taking referrals from the Torbay Community Helpline
e Admin Assistant

e Volunteer support & Supervisor

See the Organisation chart that follows. Our Advice Services Manager is our Quality of
Advice lead.

The quality of services offered to clients must remain demonstrably high.



Quality Lead:

Torbay Citizens Advice Sue Julyan
Lyndsay Jarman

Organisational Chart Jackie Ekers

Trustee Board

T
T 1

I
Joimt Warking

Group Chisf Executive
{shared with Exeter|

Fundraising group

T
I | I I ]
Assistant Chief Business Suppert
Heusing Adviser Executive Advice Services Manager YBS Adviser Administrator
(Shared with Exeter) {Shared with Exeter]

I ! I ]

Macmillan Advice Service Supervisors Debt and Energy Advisers
Adviser X 2 part-time

T

T
X
1

Independent Age Training Officer 1 x part-time
Adviser Training Assistant 1 x part-
time

Research & Campalgn
Group

—

Clare Milne Adviser fdviceline and Advizer Administrater National Lottery FAIR

volunteers
1 x part-time Adviser

Updated June 2026

The Trustee board ensures that the charity stays true to its vision and mission and that
it operates in line with the Articles of Association.

The Board does not have sub-committees. All decisions are made by the full trustee
board, which meets quarterly, with an additional meeting in Quarter 4 to agree the final
budget, business plan and other operational plans.

10.2 Funding

We receive a contribution to our core funding from Torbay Council. We continue to
draw on reserves to maintain the current level of service.

This year, the Charity will continue to work with its partners on developing projects. A
careful balancing act will be required ensuring that project work enhances our core
service instead of putting pressure on it. The financial and structural viability of the
organisation shall be considered when introducing any new services. It is recognised
that new services and initiatives should be directed primarily at strengthening the core
of the service, either structurally or financially.



We will continue to provide demonstrable benefits and outcomes for existing funders to
secure existing income and to build relationships for potential continuation of funding.

We will continue to apply for community and charitable grants, which align with our
vision and mission.

Financial summary:

Over the next three years the Charity estimates the following costs of delivering the
services outlined in this Plan.

Unrestricted { Macmillan Torbay YBS Lottery FAIR| Clare |Independent CaRF Total 26/27 | Total 27/28 |Total 28/29
Core Housing Milne Age

Income 43,064 27,891 6,000 6,650 189,895 6,250 24,837 139,375 443,962| 134,752 79,837
Salaries 70,392 26,910 5,800 6,650 67,835 6,250 22,076 130,525 336,438| 206,202 164,540
Partner payments 117,685 117,685
Other 50,734 981 200 4,375 2,761 8,850 67,901 70,370 61,589
Total Expenditure 121,126 27,891 6,000 6,650 189,895 6,250 24,837 139,375 522,023| 276,572 226,129
Surplus/Deficit -78,062 0 0 0 ] 0 1] 0 -78,062| -141,820| -146,292

Year 2 and 3 predictions reflect current contract/project expiry dates.

11. Community and client profiles

CLIENT PROFILE
1January 2025 - 31 December 2025

Age Group Clients % Clients

25-29 111 4%
30-34 175 7%
35-39 174 7%
40-44 225 9%
45-49 193 8%
50-54 205 8%
55-50 280 11%
60-64 328 13%
65-69 261 10%
70-74 143 6%
75-7T9 150 6%
80-84 113 45
B85-80 38 2%
90-04 15 1%
95-09 3 0%
Grand Total 2,527 100%



Gender

Gender Clients

Woman 1.148 23%
Man 999 46%
Frefers a different term (other) 2 0%
Mon-binary, gender fluid or gender .. 1 0%
Grand Total 2,150 100%

Ethnicity

Ethnicity Clients

Asgian or Asian British - Bangladeshi - 0%
Asian or Asian Brtish - Chinese 2 0%
Asian or Asian British - Indian 13 1%
Agian or Asian Brtish - Other 16 1%
Asian or Asian Brtish - Pakistani 3 0%
Black or Black British - African 9 1%
Black or Black British - Caribbean 8 1%
Black or Black British - Other 4 0%
Mixed - Other 8 1%
Mixed - White & Asian Y 0%
Mixed - White & Black African 3 0%
Mixed - White & Black Canbbean T 0%
White - English, Welsh, Scottish, M.. 1,256 8%
White - Gypsy or Insh Traveller 1 0%
White - Irish T 0%
White - Other B0 4%
Arab 6 0%
Prefers a different term (please spe.. 11 1%
Grand Total 1,423 100%

Disability



Disability / Long-term health

B ves
B no

Occupation
Occupation Clients % Clients
Employed == 30hrs p/w 182 13%
Employed < 30hrs p/w 3 0%
Employed < 16hrs p/w 54 4%
Employed between 16hrs p/w and 2%hrs p/w 67 5%
Self Employed 65 5%
Unemployed - seeking paid employment 151 11%
Carer - Children 21 1%
Carer - Elderly/Disabled 33 2%
Looking After Home - Dependents 3 2%
Looking After Home - No Dependents 4 0%
Permanently Sick/Disabled 343 24%
Retired 335 24%
Student 7 0%
Volunteer 6 0%
Other 50 4%
Casual/Seasonal work 1 0%
Semi-retired 3 0%
Temporarily Sick 56 4%
Grand Total 1,412 100%



Reason for Contact

Issues

Benefits & tax credits 3,878 1,007
Benefits Universal Credit 3,541 614
Charitable Support & Food Ban.. 256 171
Consumer goods & services 324 173
Debt 2,724 642
Education 45 22
Employment 420 169
Financial services & capability 67T arr
GVA & Hate Crime 58 an
Health & community care 248 134
Housing 1,403 468
Immigration & asylum 117 50
Legal 402 222
Other 74 6B
Relationships & family 559 236
Tax 141 a4
Travel & transport 217 171
Utilities & communications T8T 188
Grand Total 15,871

Top benefit issues

01 Initial claim
21 Personal independence payment
28 General Beneafit Entitlement

14 Managed migration [ EE
23 Council tax reduction [ EEE

17 Attendance Allowance
04 Limited capability for work eleme.. | ENNEG 350

03 Housing element [ EX

19 Employment Support Allowance [N 278
02 Standard element

0 500 1000 1500



Top debt issues

09 Council tax arrears

04 Fuel debts

99 Other Debt

13 Credit, store & charge card debits
49 Debt Relief Order

16 Water supply & sewerage debls
14 Unsecured personal loan debts
15 Catalogue & mail order debts

12 Bank & building society overdrafts
30 Mobile phone debt

Client location

Clients Casenotes

Barton with Watcombe 206 1,131
Churston with Galmpton 96 426
Clifton with Maidenway 146 496
Cockington with Chelston 109 510
Collaton St Mary 78 509
Ellacombe 163 873
Furzeham with Summercombe 184 1,132
Goodrington with Roselands 130 411
King's Ash 175 841
Preston 166 532
Roundham with Hyde 310 1,302
Shiphay 123 535
St Marychurch 187 1,043
St Peter's with St Mary's 121 730
Tormohun 367 1,958
Wellswood 136 845
Grand Total 2,697 13,274



Client Nationality

Nationality Clients % Clients
Mot recorded/not applicable 1,757 65.1%
UK. - British 856 31.7%
Poland 10 0.4%
Other Europe EU 1 0.0%
Italy 4 0.1%
Portugal 1 0.0%
Other Africa 1 0.0%
Romania 1 0.0%
Lithuania 1 0.0%
Migeria 1 0.0%
Latvia 3 0.1%
India i) 0.3%
Hungary 4 0.1%
France 1 0.0%
Pakistan 1 0.0%
Czech Republic 1 0.0%
Bulgaria 2 0.1%
Bangladesh 1 0.0%
Germany 3 0.1%
Iraq 1 0.0%
Sudan 1 0.0%
Afghanistan 1 0.0%
Zimbabwe 2 0.1%
Greace 1 0.0%
Philippines a 0.2%
Mepal 2 0.1%
Algeria 1 0.0%
Morocco 1 0.0%
Thailand 3 0.1%
Canada 1 0.0%
Mauritius 1 0.0%
Egypt 1 0.0%
Uganda 1 0.0%
Ukraing 8 0.3%
Singapore 1 0.0%
El Salvador 1 0.0%
Ireland G 0.2%
Seychelles 1 0.0%
Sweden 1 0.0%
Grand Total 2,697 100.0%



COMMUNITY PROFILE

This document does not seek to duplicate resources which can be easily
accessed online. In general Citizens Advice Torbay will use the Joint Strategic
Needs Assessment resource found at http://www.southdevonandtorbay.info/
when considering how and where we should deliver services.

The narrative section of this document highlights the growing issue of personal
debt. This is intrinsically linked to the nature of the local economy which is
primarily based around tourism. Low wages, insecure employment and high
levels of benefit dependency for those in and out of work is the norm. Data has
been obtained from Copilot.

11.1 Deprivation in Torbay

e Torbay is ranked as the most deprived upper-tier local authority in the
South West.

e Approximately 27% of population classified as living in areas that are
amongst the 20% most deprived in England.

e Most deprived areas are concentrated in central Torquay and Paignton.

o Torbay ranks as one of the more employment deprived upper tier local
authorities in England.

« The Indices of Deprivation 2025 report shows that the Employment
Domain is one of the areas where Torbay performs poorly relative to the
national picture.

e The area contains multiple neighbourhoods (LSOAs) that fall into the most
employment deprived deciles nationally.

« Torbay has higher proportions of residents affected by work limiting
illness, long term sickness, and economic inactivity.

« Torbay's labour market is more concentrated in lower paid, seasonal, and
service sector roles, which increases vulnerability to employment
deprivation.

e Justover 1in 6 peoplein Torbay are classified as income deprived, this
rose to more than 1 in 5 for children being affected by income
deprivation.

e Torbay performs best in the Indices of Deprivation in the Barriers to
Housing and Services domain and the Living Environment domain,
particularly the Outdoors Living Environment sub-domain. These are the
areas where Torbay ranks as least deprived relative to England.


http://www.southdevonandtorbay.info/

There is a clear correlation between income and employment. Worklessness is
the biggest cause of poverty but in an area which has an aging population, and
low incomes at retirement are a real issue with clear implications for health.

11.2 Strategic Needs Assessment
Torbay's latest Joint Strategic Needs Assessments highlight deep and persistent
inequalities across income, employment, poverty and health, as follows:

o Life expectancy differs by around 8 years between Torbay’s most and
least deprived areas, showing entrenched health inequalities.

e The cost of living crisis has disproportionately affected residents in the
most deprived neighbourhoods, especially due to rising food, fuel and
energy prices.

e Old, energy inefficient housing stock drives high levels of fuel poverty,
worsening winter health outcomes.

e Income deprivation is strongly linked to higher rates of preventable
illness, including cardiovascular and respiratory disease (JSNA disease
chapters).

e Child poverty remains high, particularly in the most deprived wards
(JSNA Children & Young People chapter).

e High levels of vulnerability exist across the population, including
people with complex needs and poor mental health.

e Fuel poverty and low incomes combine to increase excess winter
mortality, especially among older people (JSNA Older People chapter).

e Mental health inequalities are significant, with high rates of
depression, self harm- and unmet need concentrated in deprived
areas.

e Alcohol related hospital admissions remain high, particularly in -low
income- communities.

e Torbay's economy is among the weakest in England, with low
productivity and low wages.

e Unemployment claimant rates are lower than England, but this masks
high levels of economic inactivity and low paid-, insecure work.

e High rates of homelessness persist, including hidden homelessness
and temporary accommodation pressures.

e Housing affordability pressures remain significant, despite good
geographical access to services (JSNA Housing chapter).

e Onein three Torbay residents will be aged 65+ within the next decade,
increasing demand for health and social care.

e High levels of adult social care need exist across both working
age- adults and older people.



e Preventable mortality is higher in deprived areas, driven by
cardiovascular disease, stroke and respiratory conditions (JSNA
Preventable Mortality chapter).

e High rates of cared for- children and social care referrals reflect the
strong link between deprivation and family stress.

e Thelong term- impact of COVID19 continues to widen inequalities,
especially for -low income- households and those with pre-existing
health conditions.

e Transport and access inequalities persist, with 17% of households
lacking access to a vehicle, limiting access to employment and services.

12. Community Advice Needs analysis

Overview of Need in Torbay

Demand for advice in Torbay remains high and is increasingly complex. Persistent
deprivation, low wages, insecure employment, housing pressures and poor health
outcomes continue to drive demand across core advice areas, particularly debt,
housing, welfare benefits and energy. These issues are compounded by an ageing
population, high levels of economic inactivity and the ongoing impact of the
cost-of-living crisis.

Torbay is the most deprived upper tier local authority in the South West, with
approximately 27% of residents living in neighbourhoods ranked among the 20% most
deprived nationally. Deprivation is concentrated in central Torquay and Paignton, where
advice demand is highest.

Client Profile and Advice Demand
Citizens Advice Torbay client data for 2025 shows that people seeking advice often
experience multiple, overlapping issues linked to low income, poor health and housing
insecurity. Many clients require support across more than one advice area, increasing
the intensity and duration of support needed.
Key characteristics of clients include:
e Ahigh proportion of people on low incomes or reliant on benefits
o Significant numbers of clients with long term health conditions or
disabilities
e High levels of housing and debt related enquiries
e Concentration of clients living in areas of highest deprivation within
Torbay
These factors reinforce the need for accessible, holistic and face-to-face advice
alongside telephone and digital channels.

Deprivation, Income and Employment
Employment deprivation remains a significant driver of advice need. While
unemployment claimant rates are lower than the national average, this masks high



levels of economic inactivity, work limiting illness and low paid, insecure employment,
particularly in seasonal and service sector roles.

Just over one in six Torbay residents are income deprived, rising to more than one in
five children. This increases reliance on welfare benefits and heightens vulnerability to
debt, rent arrears, and financial crisis when unexpected costs arise.

Health Inequalities and Wellbeing

Health inequalities in Torbay are stark. Life expectancy differs by approximately eight
years between the most and least deprived areas, and income deprivation is strongly
linked to higher rates of preventable iliness. Mental health needs are significant,

with high levels of depression, self harm and unmet need concentrated in deprived
communities.

Fuel poverty is a major contributor to poor health outcomes. Older, energy inefficient
housing stock combined with low incomes results in high heating costs, increasing
excess winter illness and mortality, particularly among older residents. These factors
drive demand for energy, benefits and housing advice.

Housing and Homelessness

Housing affordability and availability continue to place pressure on households in
Torbay. Despite good geographical access to services, high private rents, limited social
housing and rising living costs have increased the risk of homelessness, including
hidden homelessness and reliance on temporary accommodation.

Citizens Advice Torbay continues to see high demand from people at risk of losing their
home, requiring early intervention and intensive support to prevent homelessness and
mitigate its impact on health and wellbeing.

Demographic Change and Future Demand

Torbay has an ageing population, with one in three residents expected to be aged 65 or
over within the next decade. This will increase demand for advice related to benefits,
housing, care costs, fuel poverty and access to services. At the same time, high levels of
adult social care need among both working age adults and older people highlight the
growing complexity of client needs.

Transport and access inequalities persist, with around 17% of households lacking access
to a vehicle, creating additional barriers to employment and in person services and
reinforcing the importance of outreach and flexible delivery models.

Implications for Service Delivery 2026-27
This analysis confirms that advice need in Torbay is both high and deep rooted. In
response, Citizens Advice Torbay will:
e Prioritise early intervention to prevent escalation into crisis
e Maintain strong face-to-face provision for clients with complex needs
e Expand outreach to reach communities least able to access services
e Work in partnership to improve financial resilience alongside crisis
support
¢ Useevidence from advice delivery to inform local systems change



The Community Advice Needs Analysis underpins the strategic priorities and actions
set out in the 2026-27 Business Development Plan and ensures
services remain responsive to the needs of Torbay residents.

12.4 CLIENT SATISFACTION 2025/26
Our latest survey of clients confirmed the following

All clients
Access
. 77% (78%) very satisfied with access to the service

Service
. 86% (86%) very happy with the service provided

Advice and information
. 70% (78%) very satisfied with the advice and information provided
. 88% (88%) of clients would recommend our services to someone else.

Summary

This Plan aims to continue or improve on the high levels of client satisfaction,
whilst also aiming to develop services that are tailored to the needs of individual
clients who have widespread variances in their preferred advice methods.

12.5 EQUITY, DIVERSITY AND INCLUSION

In accordance with the national Citizens Advice Future of Advice strategic
framework, our Equity Diversity and Inclusion goals are that:

s Our services will be accessible and relevant to all our diverse clients
whose experiences and outcomes will be more positive

+ Our advocacy services will speak up for those who face intense disadvantage,
detriment or harm to their wellbeing and we will improve how we identify and
consider those needs

* Our technology will respond to user needs and will improve access to our
services, including face to face



* In terms of , our services will be designed and costed, taking
account of the needs of those facing disadvantage, detriment or harm

* Our culture will be more inclusive and we will continue to make our whole
service more diverse with better equality of opportunity for all

Our Equity, Diversity and Inclusion Group leads on this area of our work.

13. Risk Register
CITIZENS ADVICE TORBAY: RISK ASSESSMENT

FEBRUARY 2026

Risk Areas Net risk rating

Financial Management
Medium

Core Funding
Budget

Reserves

Projects

Financial controls
Pensions

Social Enterprise

Governance
Low/Medium

Board structure
Board engagement with the planning process

Strategic Business Planning
Low/Medium

Business Plan

Community Advice Needs
Financial Resources

Scenario Planning

Client and Community Profile
Business Continuity
Performance review




SWOT/PEST
User involvement

People Management
Low/Medium

Recruitment processes
Internal communications
Management Structure
Learning and Development
Conflicts and staffing issues
People policies

Supervision and appraisal
Succession planning

Operational Performance Management
Medium

Service delivery methods
Quality

Business Continuity
Equality and diversity
Client perception

Service development
Complaints

Premises
High
Security of tenure
Suitability

Research & Campaigns
Low

Priority
Campaigning
Communication

Partnership Working
Low/Medium

Stakeholder engagement
Communication with Stakeholders

Profile

Engagement with other local offices
Engagement with national Citizens Advice
Support from Citizens Advice Service




Risk Management
Low

Casebook
Hardware / systems
Support

Security
Information Assurance/GDPR
Risk Register

Risk Strategy

Asset Register

Risk Governance
FCA registration
Confidentiality

DBS checks

Artificial Intelligence

Equality
Low/Medium
Access

Addressing need

Other
High
Welfare policy changes
Public sector funding cuts
Cost of living
14. External Factors
14.1 SWOT ANALYSIS [Available on Request]
Strengths Weaknesses
e Paid Staff e Retaining  volunteers and
e Volunteers advisers
e High quality advice e Financial uncertainty
e Reputation for quality e Reputation for inaccessibility to
e Relationship with core funders the service
e Provides value for money e Demand for ‘in person’ services
e Trustee Board and governance e Telephone call answer rates
structure e Lack of clients who are willing
e Time/respect given to clients to tell their stories to the media
e Projects and contracts




e Adviceline e Resourcing debt advice

e Brand/Name recognition capacity

e Tribunal assistance and e Support to more vulnerable
outcomes achieved clients

e Financial Reserves e Admin resources

e Partnership with Exeter e Cost of living crisis

e Torbay Community Helpline -
maintaining capacity to take
calls from this

Threats

e Tendering agenda/ Contracts
culture

e Unrealistic expectations/
monitoring requirements of
funders

e Unpredictability of funding
sources

e Volunteers leaving not

returning post-Covid
e Competition from other not-
for-profit/commercial  advice

providers

e Centralisation of  service
delivery

e Reduced lottery, trust and LA
funding

e Demand for services outstrips
resources available
e Reducing trustee numbers

14.2 PEST ANALYSIS

20 political

* Government policy in relation to contracting with the third sector via large
prime providers to deliver policies

* Citizens Advice under pressure from Government to deliver savings and a
‘national service’ - risk to local Citizens Advice

* Pandemic response places the third sector as an equal partner in the delivery
of services



* Partnership working seen as the major development for service providers -
dilutes potential for single organisations to take risks or innovate

* Increasing cost of living and pandemic recovery may see deep public sector
funding cuts and potential change/enhanced role for the advice sector

@ Economic

* Local authority funding is under pressure given budget settlements,
pandemic costs, impact of cost-of-living increases and removal of some ring
fencing of monies.

* Economy higher cost of living leading to greater recovery targets for creditors
against ‘bad’ debts and public sector funding pressures

* Lottery funding under pressure meaning more targeted funding from limited
budget

* Trusts and Foundations only fund once in a two - three year period. Income
related endowments may start to pick up with higher interest rates resulting in
an increase in funds to distribute

L& social

* Job insecurity and cost of living pressures will mean that we see demand for
core advice services increase substantially

* Emphasis on moving from benefits to work puts vulnerable clients at risk of
unsuitable remedies

* Urban regeneration means that the ‘client base’ for urban local Citizens
Advice services increase with no corresponding funding change

* Customer choice agenda means that clients want individual tailored services
that does not fit a one size fits all approach

* Unforeseen emergencies, disasters or pandemics which cause disruption to
the wider public and our ability to meet advice needs (e.g. Coronavirus)

L] Technological

* Email/webchat advice needs of clients out pace available resources or
expertise and hit face-to-face and/or telephone performance

* Website means that more people can access self-help materials and
information about the Charity and our services

* IT server and cloud-based solutions provide opportunities for more efficient
communication and diary sharing across the charity

* Al tools will provide opportunities for more efficient ways of working






	1. Introduction
	5. Strategic Aims
	A. Be accessible for anyone in the community regardless of any barrier
	B. Develop our knowledge and understanding of the complex needs of our clients
	C. Design our services so that they are more reflective of and relevant to the communities we serve
	D. Campaign for change at a local and national level

	2. Vision Statement
	3. Mission Statement
	6. Our Strategic Priorities April 2026 - March 2028
	7. Objectives
	8. Service Delivery
	9. Communication with stakeholders
	10. Resourcing strategy
	10.1 The workforce
	10.2 Funding

	11. Community and client profiles  CLIENT PROFILE    1 January 2025 – 31 December 2025   Age
	11.1 Deprivation in Torbay

	12. Community Advice Needs analysis
	13. Risk Register

