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SONYA DOUGHERTY
CHAIR OF THE BOARD OF TRUSTEES, 
CITIZENS ADVICE SWANSEA NEATH PORT TALBOT LIMITED

Chair’s Statement

2

In my third annual review as Chair of the Board of Trustees, I am proud to
introduce our Annual Report for 2025/26 and reflect on another year of
challenge, change and achievement for Citizens Advice Swansea Neath
Port Talbot. This year’s report shows that the cost of living crisis
continues to affect our clients in complex and distressing ways. We have
also seen the disproportionate impact on disabled people, including high
levels of need around Personal Independence Payment. These
challenges underline why free, confidential, independent and impartial
advice remains so vital. Despite this difficult context, our dedicated staff
and volunteers have continued to deliver an outstanding service,
supporting 4,720 clients with more than 22,300 issues, and securing 

Our research and campaigning work continues to be a source of pride. We contributed to the
Welsh Government’s Basic Income Pilot evaluation, supported research into Council Tax debt
and civic enforcement, and published “When crisis becomes normal: an everyday story of
struggle and hardship down your street”, the final instalment in our long-term study of the
impact of the cost of living crisis on our clients. This work is central to our purpose; supporting
people today, whilst also influencing the policies and practices that shape people’s lives.

To all of our partners and funders, including local authorities, Welsh Government, grant funders,
health partners and community organisations, thank you. Your support is crucial to everything
we do.

As a trustee board, we welcomed four new trustees: Reginald Roberts, Charlotte Davies,
Jonathon Hayes and Kimberley Mamhende. We are grateful to Nita Sparkes for her service as
Vice Chair and delighted that she continues as a trustee, and we warmly welcome Steve Jenkins
as our new Vice Chair. We also bid a warm and well-deserved retirement to Chris Mann who
served as a trustee from 2013 to 2025, including as Chair from 2015 to 2021. Thank you Chris,
for your leadership and dedication.

In December 2025, we moved into our new premises at Y Storfa, Swansea, to provide much
improved facilities and access for our clients.  

Together as trustees, staff and volunteers, we share a commitment to our values: we are
responsive, generous and innovative. We are proud to be Citizens Advice Swansea Neath Port
Talbot. Thank you to everyone who continues to support us.

them over £4.5 million in income. On behalf of the Board, I extend my heartfelt thanks to
everyone who makes this possible.
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CASNPT has been supporting local people since 1939, helping individuals navigate challenges
that can often feel complex, overwhelming, or difficult to tackle alone.

We believe that everyone should have access to high-quality, independent advice when they
need it most. As a client-focused organisation, we provide free and confidential support
online, over the phone, and in person.

When we say we are here for everyone, we truly mean it. People trust us because we are
independent, impartial, and committed to putting their needs first.

People trust us to speak up on the issues that matter most to them. By combining the
experiences of those we help with robust research and evidence, we drive positive change
and make a real difference in our communities.

Why We're Needed

Life can be complicated, and many people face challenges that feel overwhelming or difficult
to resolve on their own. Whether it's financial pressures, housing issues, employment
concerns, or personal circumstances, problems can quickly impact everyday life and
wellbeing.

Our service exists to help people find a way forward. We provide the information, advice, and
support people need to understand their options, make informed decisions, and overcome
the challenges they face.

Around 75% of the people we helped to resolve their problem told us they would not have
been able to sort it out without our support.

For many of the people who come to us, their problems arise following a significant life
change. These challenges often affect more than one area of their lives, causing stress,
anxiety, financial hardship, and uncertainty about the future.

People tell us that their issues make everyday tasks more difficult and can have a lasting
impact on their wellbeing. By providing free, independent, and confidential advice, we help
people regain confidence, reduce the burden of their problems, and take positive steps
towards a better future.

Introduction
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Knowing what action to take and where to turn for help is not always straightforward. Many of
the people we support tell us they struggle to understand how systems work, who to contact,
or what steps they need to take to resolve their problem.

This guidance is especially important for those facing urgent situations. Around 15% of the
people who come to us need immediate support and are experiencing a crisis. At these critical
moments, access to clear, independent advice can make all the difference, helping people
take informed action and find a way forward.

Successfully resolving problems often requires more than information alone, it also depends
on having the confidence and skills to take action. Many of the people we support lack
confidence in dealing with their issue and tell us they need help navigating online services,
completing forms, and accessing digital tools.

When problems remain unresolved, the impact extends beyond the individual. Families,
communities, and local services can all be affected. By helping people find solutions, we not
only improve individual outcomes but also create significant social and economic value for
our communities.

Everything we do is guided by our commitment to achieving the best possible outcome for our
clients. Their interests are at the heart of our work, shaping the advice we provide and the
options we recommend. As an independent and impartial service, we ensure that every
person receives support that is tailored to their circumstances and focused on helping them
move forward with confidence.
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Was This the Year Things Would Get Better?
With Inflation continuing to fall and a number of government policy measures beginning to
take effect, we entered 2025/26 hopeful that the cost of living crisis was finally starting to
ease for those most affected. However, while inflation had fallen from its double-digit peak,
many households continued to face price increases that outpaced inflation.

Housing costs remained a major pressure. Average private rents in Wales rose by 4.8% in the
12 months to February 2026, while social housing rents increased by an average of 3%.
People want to work, support their families, and make ends meet. Yet for many, doing so has
never been more difficult. The cost of everyday essentials continued to rise throughout the
year, while incomes, particularly welfare benefits, failed to keep pace.

Many of the people who come to us for advice are living with a negative budget, unable to
cover their essential costs regardless of how carefully they manage their finances or how
many hours they work. Others are cutting back on spending wherever possible simply to stay
afloat. Our advisers work tirelessly to help people maximise their income and make their
money go further, but for too many households, there is little left to cut back.

Cost of living pressures remain one of the most significant issues facing our clients. From
energy bills and housing costs to everyday household expenses, many people are struggling
to meet their financial commitments. Debt continues to be a major concern, and every day we
hear from people whose income is simply insufficient to cover their essential bills.

We also continue to support a high number of clients with issues relating to Personal
Independence Payment (PIP), highlighting the disproportionate impact that rising costs and
financial pressures are having on disabled people.

Our staff and volunteers have worked tirelessly to meet growing demand, and we are deeply
grateful for their dedication and commitment. Our volunteer programme not only provides
valuable opportunities for skills development and personal growth but also serves as a
pathway to employment. In fact, 16 members of our current paid staff team began their
career with us as volunteers.
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What we Deliver

Our services are primarily delivered from our main office in Swansea city centre, with additional
remote provision ensuring accessibility for residents across Neath Port Talbot and Swansea. In
addition to generalist advice, we provide the following specialist advisory services:

Specialist Welfare Benefit Advice through to support at tribunal;
Specialist Debt provision through the undertaking of Debt Relief Order applications; by
Approved Intermediaries employed by CASNPT;
Remote services funded by the Local Health Board and Welsh Government;
Specialist advice for those with dementia and their carers in collaboration with partners;
Dedicated advice for those over 65 funded by Independent Age;
Support for care leavers through the Basic Income Pilot;
Targeted Support for Ukrainian Refugees funded by Swansea Council;
Development of financial capability skills, funded by National Lottery;
Supported funded by the Moondance Foundation contributing to the reduction of child
poverty;
Advice for users of Trussell Foodbanks in Neath Port Talbot.

We have delivered on all contractual commitments during the year while continuing to build
strong partnerships that add value to our services and improve outcomes for clients. Through a
collaborative, client-focused approach, we have expanded access to specialist support, ensuring
clients receive the help they need when they need it.

By operating flexibly and consistently exceeding expectations, we have secured a range of notable
outcomes for those we serve. These successes underpin the achievements and impact set out in
this report.
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Quality Standards 

As part of the Citizens Advice membership scheme, all members are required to complete an
annual Leadership Self-Assessment (LSA), which measures performance and development
across the following eight key areas:

1.Governance
2.Strategy & Planning
3.Risk Management & Compliance
4.Financial Governance
5.People Management
6.Operational Performance
7.Research & Campaigning
8.Equity, Diversity and Inclusion

The findings of the self-assessment are independently validated and approved by the national
Citizens Advice service, with any identified development priorities agreed collaboratively with
our organisation.

The Leadership Self-Assessment aligns with recognised external standards and provides
assurance of compliance with the minimum requirements of the Advice Quality Standard
(AQS), the Money and Pensions Service (MaPS) Debt Advice Quality Framework, and the
Information and Advice Quality Framework for Wales (IAQFW).

In 2025–26, CASNPT achieved a “green” rating across all eight assessment areas,
demonstrating strong leadership, robust governance, and comprehensive compliance with
the required standards.
Our ambition remains to provide accessible, high-quality advice, advocacy, and information
services to communities across Swansea and Neath Port Talbot. As the needs of our
geographically dispersed communities continue to evolve, we are committed to adapting our
services to ensure they remain relevant, responsive, and effective.

This commitment is underpinned by our core values, which shape how we work, support our
clients, and contribute to stronger, more resilient communities.

7
Doc ID: a8be16c6be85ad6c994d804ad9bafe3fb1d3930a



4

Our values

We’re Inventive.
We’re willing to try new

things, learn from mistakes,
and challenge ideas to

make them better. When
something isn’t working, we

adapt and move forward.

We’re Generous. 
We collaborate openly, sharing our

knowledge and experience to
overcome challenges. We

communicate honestly, value
different perspectives, and treat

everyone with respect.

We’re Responsible. 
We earn trust by keeping our

promises and being accountable
for our actions. We recognise the

importance of every resource
entrusted to us and use them

responsibly to achieve the
greatest benefit.

48 Doc ID: a8be16c6be85ad6c994d804ad9bafe3fb1d3930a



Age of our clients
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Impact Report

Number of clients we’ve seen

Number of issues

4,722

22,318

9

53%
Clients by gender

female

male

Ethnicity of clients

Number of cases

6,301
84%

7%

4%
4%

2%

Age of clients
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A p r i l  w e

s h i f t e d  t o  o u r
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Channel used to communicate with clients:
Between 1st April 2025 and 31st March 2026

2 ,362  
C a l l s  w e r e  t a k e n
t h r o u g h  t h e  n e w

p h o n e  l i n e

In total 1550 clients were seen at reception, which means
per week 29 clients were seen at reception 
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Benefits & tax credits 8,007 2,354

Debt 5,062 1,119

Universal Credit 2,672 1,040

Housing 1,175 616

Utilities & communications 688 402

Charitable support & food banks 510 384

Over 295 
Food vouchers issued

Over 79
Fuel vouchers issued

70%
of our clients have a

Disability or
long-term health condition

26%
of our clients require

Support Needs

29%
of our clients have

no health problems

Issues Clients 

Most common reasons for contacting us 

Health of our clients
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Client Outcomes

£4,745,140 £1,860,921

Re-imbursements,
services, loans:

Income gained: Debts written off:

Other:

£327,025£7,129
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The  two  peop le  o f
C i t i zens  Adv ice  a  l ady
and  a  gent leman who
dea l t  w i th  the  cases

were  ex t remely
he lp fu l  I  wou ld  l i ke  to
extend  my  thanks  to

them

My message  was  dea l t  w i th  sw i f t l y  and  had  an
appo intment  in  a  shor t  space  o f  t i me  Every th ing

was  exp la ined  to  me and  I  rece ived  incred ib l e
he l p  w i th  form f i l l ing  to  a  leve l  that  I  cou ldnt  have
a  guy  on  my  own Ext remely  unders tand ing  he l p fu l

and  pat ient  A  huge  thank  you

What our clients say

“Very helpful my case is
still ongoing but feeling

confident with their help.”

“During my most difficult time someone recommended the
Citizens Advice Bureau to me It was truly a wonderful place and
the staff’s warm and responsible attitude made me feel at ease
They were very responsive in following up on my case helping me
resolve my difficulties and providing excellent advice and
practical support They were incredibly patient I want to tell
anyone in need how excellent and willing they are to help people
overcome their challenges”
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“Very good experience overall, I am very grateful to great people working in Swansea office
for what they are doing especially knowing that many are volunteers. They managed to

help me with finding where to start with sorting out my problem and gave me confidence
with knowing that I am on the right path”
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87%

92%

88%

97%
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Staff feedback 

Here are some results from our People Survey:

of staff feel that CASNPT
has done a good job on

Research and Campaigns

Research and Campaigns

Recommend work/volunteer
of staff would

recommend working or
volunteering here to a
friend/family member

Understand contribution
of staff understand

the contribution they
are making to the

local office

Skills & knowledge 
of staff feel they have
had the opportunity

to develop their skills
and knowledge
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Funding
Our Annual Report highlights the positive differences we have made to communities
across Swansea Neath Port Talbot during the year 1st April 2025 to 31st March 2026.

We work closely with partners across the public and voluntary sectors to create positive
change in people’s lives. Through collaboration, we contribute to Wales-wide and national
campaigns, undertake research into issues affecting people in our region, and advocate for

improvements that benefit local communities.
We engage with a wide range of organisations and actively participate in local, regional,

and national networks. By sharing knowledge, influencing policy, and working collectively,
we strive to make a meaningful difference for the residents of Swansea and Neath Port

Talbot who need our support.
None of this would be possible without the commitment and generosity of our funders

and partners. We are intensely grateful for their continued support, which enables us to
deliver our services and strengthen the impact of our work.

Doc ID: a8be16c6be85ad6c994d804ad9bafe3fb1d3930a



£4,712,362*

£31,562,666*

£12,260,514*

£2 . 26  
i n  F i sca l

Val ue

Fiscal value

Receipt of this funding enabled us to achieve significant financial value in the following
categories. 

D e l i v e r i n g  f i n a n c i a l  s a v i n g s  t o
l o c a l ,  W e l s h ,  a n d  U K  g o v e r n m e n t s
b y  r e d u c i n g  r e l i a n c e  o n  o u t - o f -
w o r k  b e n e f i t s ,  p r e v e n t i n g  c o s t l y
e v i c t i o n s  a n d  r e h o u s i n g ,  a n d
e a s i n g  p r e s s u r e  o n  N H S  s e r v i c e s .

Public value
D e l i v e r i n g  s o c i a l ,  e c o n o m i c ,  a n d

e n v i r o n m e n t a l  b e n e f i t  c r e a t e d  f o r
i n d i v i d u a l s ,  c o m m u n i t i e s ,  a n d  s o c i e t y

t h r o u g h  t h e  e f f e c t i v e  u s e  o f  r e s o u r c e s .
I t  g o e s  b e y o n d  f i n a n c i a l  s a v i n g s  a n d

f o c u s e s  o n  t h e  p o s i t i v e  o u t c o m e s  t h a t
i m p r o v e  p e o p l e ' s  l i v e s ,  s u c h  a s  b e t t e r
h e a l t h ,  s t r o n g e r  c o m m u n i t i e s ,  g r e a t e r

w e l l b e i n g ,  i n c r e a s e d  o p p o r t u n i t i e s ,  a n d
r e d u c e d  i n e q u a l i t y .

*Overall value 2025-2026

Value to the people we help
S u p p o r t i n g  i n d i v i d u a l s  t o
i m p r o v e  t h e i r  f i n a n c i a l  s i t u a t i o n
b y  s e c u r i n g  b a c k d a t e d  b e n e f i t s ,
r e s o l v i n g  d e b t  i s s u e s ,  a n d
r e c o v e r i n g  m o n e y  t h r o u g h
s u c c e s s f u l  c o n s u m e r  c l a i m s  a n d
r e f u n d s .

For every £1 of funding received we returned:

£15 . 16  
i n  Publ i c

Val ue

 £5 . 89
i n  Va l ue  to
the  peopl e

we hel p
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Savings to Local Authorities 

Council Tax Arrears– payments rescheduled 

*Overall value 2025-2026

Reducing use of Health Services

17

Department of Work and Pensions 

Criminal Justice System 
(preventing homelessness & evictions)

Specific Impact To:

£9,964,128
£27,010

£2,320,260

£681,242

£33,385

Local authority- by preventing homelessness and housing evictions & mental health services 

Reducing use of mental health and GP services, and keeping people in work

Keeping people in work

Other Government Departments 

£60,526
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We contributed to the ongoing evaluation of the Welsh
Government’s Basic Income Pilot
We contributed to a Cambridge-Cardiff University Research project
into Council Tax debt and civic enforcement 
We took part in filming for a local documentary exploring the
effects of poverty in Swansea
We published Challenging Harmful Cuts: Our Response to the UK
Government’s ‘Pathways to Work’ Proposals.
We published Cutting Support, Deepening Inequality, which looked at
changes such as cuts in the health element and the four point
minimum.
We responded to UK Parliament’s Justice Committee’s Access to
Justice Inquiry.
We attended: Tackling Gambling Harm in Wales event; NEA Wales
Fuel Poverty Conference; and Creating an Anti-Racist Wales
Conference.
We published When crisis becomes normal: an everyday story of
struggle and hardship down your street the final instalment in our
long term study of the impact of the cost of living crisis on our
clients.

18

Research & Campaigns
Key achievements:
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extend our reach and support a greater number of clients;

increase the diversity of our workforce, helping us better reflect and
understand the communities we serve;

provide meaningful opportunities for individuals to connect with others,
develop new skills, build confidence, and gain valuable experience;

bring fresh perspectives, ideas, and approaches that enhance our work; and

improve the social value and positive impact of our activities within the
community.

The recruitment and engagement of volunteers continues to provide significant benefits to
the organisation. Volunteers play a vital role in supporting the delivery of our services, and
we are deeply grateful for their ongoing commitment, time, and dedication.

Volunteering

Working with volunteers enables us to: 

We currently have 37 volunteers who conduct a range of roles, the longest
serving having been with us for over 17 years.

Roles undertaken include Admin support, Reception, Initial Check, Research
& Campaigns support. 

19
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Nationality of our volunteers

•our volunteers contributed 6,491 hours to supporting service
delivery

•undertook a total of 6,904 hours of training 

•Between them our volunteers supported 2163 clients

•The main reason, 50% volunteers leave is due to gaining
employment, some with us. 

17-24 25-39 40-59 60-74

75-86 Other

Key volunteer statistics 2025-2026

20

Volunteers by Gender

Age range of our Volunteers

35%

7%

16%

14%

9%
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Aimed to create a work culture in which employees can develop supportive

relationships with their colleagues

Ensured all roles are paid at least the Real Living Wage

Developed a Management Development Programme to support staff wanting

 to progress at CASNPT.

Subscribed to an Employee Assistance programme providing 24/7, 365-day 

access to compassionate support whatever challenges are faced.

Provided up to 6 sessions of structured counselling when needed.

Provided mental health awareness training for all employees within their 

first year of employment

Provided a wide range of aids, adaptations, equipment and changes to 

people’s working days to meet the needs of staff

Wellbeing
At CASNPT, the mental, physical, emotional, and financial wellbeing of our
employees is a top priority. We are committed to supporting our team in
every way we can, recognizing that investing in our people enables them to
thrive. By fostering a healthy, supported workforce, we strengthen our
ability to deliver the highest quality service to our clients.

What we’ve done in 2025/26

21
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Partnerships
Working in partnership with organisations across the public, private and voluntary sectors

enables us to reach far more people than we could alone. These collaborations allow us and our
partners to draw on each other’s expertise, reputation and networks, strengthening the support

available to our communities. Most importantly, partnership working helps us achieve better
outcomes for a greater number of clients.

Our partnerships enable us to refer clients to specialist services that can provide support with
complex issues such as mental health, domestic abuse and housing adaptations to help people
live safely and independently at home. Access to this tailored support can improve resilience,
wellbeing and confidence, helping people manage challenges more effectively in the future.

Alongside referral pathways, we deliver a range of targeted projects designed to address specific
needs or support particular groups within our communities. 

During the year, this included distributing essential goods through the Multibank initiative and
providing dedicated advice services for people living with dementia and their carers. These
projects ensure that people facing particular challenges can access timely and appropriate

support when they need it most.

22
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Theme Priorities 

Accessible 
Advice:

Expand access to advice services through multiple channels and
outreach.
Ensure that our services are inclusive, accessible, and effective for
people at higher risk of disadvantage or harm, delivering positive
client experiences and outcomes. 
Maintain good service quality whilst working to increase service
capacity.
Ensure that processes and support mechanisms for service
delivery are in place, up to date and relevant.

People:

Investing in our staff and volunteers to enhance service quality and
sustainability. 
Support the professional development and wellbeing of our
people.
Re-model and develop our volunteering programme.
Leverage technology to improve efficiency and service delivery.
Champion Equity, Diversity and Inclusion and actively increase
diversity within our teams. 

Partnership &
Influence

Strengthen collaborations to amplify our impact and advocate for
systemic change. 
Celebrate and build on our existing partnerships, recognising that
working together provides the best opportunity to navigate funding
challenges and enhance long-term stability.
Work with regional advice providers to create a people-focused
approach and meet local needs

Sustainability

Ensure financial and operational resilience to support long-term
service delivery. 
Maintain robust financial management and sound financial
procedures.
Increase unrestricted income and embrace cost neutralising
partnering and collaboration activities.
Cultivate a broad funding base, to establish long-term financial
sustainability through diversified income streams.

Future Plans
Looking ahead, it is essential that we focus on funding and long-term
sustainability. Strengthening collaboration, developing strategic
partnerships, investing in our people, and enhancing our infrastructure will all
be key to supporting CASNPT’s ambition to continue to serve local clients
while maintaining the high quality of services for which we are known.

We have identified 4 Strategic Themes with associated Priorities that we want
to achieve locally for 2026 – 2029 and each is underpinned by a delivery
action plan that focuses on ‘how’ we will achieve them and ‘how’ we will
measure our success; ensuring that these are shared and reviewed on a
quarterly basis.

Strategic Themes and Priorities - 2026-2029

23
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Nita Sparkes
Stephen Jenkins                                 
Victoria Holland                            
Gemma Monk                                
Kimberley Mamhende
Reginald Roberts
Charlotte Davies
Jonathon Hayes
Chris Mann                                        

Chief Executive Officer                    Caroline Newman
Charity number                                 518825            Registered in England and Wales
Company number                             01702827        Registered in England and Wales

Registered and principal address   Y Storfa, 277-278 Oxford Street, Swansea SA1 3EL 
Statutory Auditors                             Bevan Buckland Audit Ltd
Bankers                                              CAF Bank

Structure, governance and management
The charity is a company limited by guarantee and was formed on 25 February 1983. It is governed by its
memorandum and articles of association, as amended on 6 September 2017. It was registered as a charity on 30
June 1987. The liability of the members in the event of the company being wound up is limited to a sum not
exceeding £1. At 31 March 2026 the company had 20 individual members (2025: 16). 

Organisational Structure
Citizens Advice Swansea Neath Port Talbot Limited (CASNPT) is governed by its trustee board which is
responsible for setting the strategic direction of the organisation and for monitoring and scrutinising its progress
and performance against agreed objectives. The trustees carry the ultimate responsibility for the conduct of
CASNPT and for ensuring that the charity satisfies its legal and contractual obligations. Trustees meet at least
quarterly and delegate the day-to-day operation of the organisation to the Chief Executive Officer (CEO) and a
senior management team. The trustee board is independent from management.

A group of trustees, known as the 'Officers' Group', comprising the Chair, Vice Chair and Treasurer and another
trustee on rotation, meets in between each board meeting and reports back recommendations for consideration
on issues delegated to it by the trustee board on specific areas of the organisation's business. The Officers' Group
has Terms of Reference which are regularly reviewed. 

Chair

Treasurer
Appointed 1  October 2025st

Appointed 1  October 2025st

Appointed 1  October 2025st

Appointed 1  October 2025st

Resigned 1  October 2025st

Dates
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Recruitment and Appointment of Trustees
The trustees are elected from the local community and must either reside, work or have an interest in the areas
covered by the service. A selection panel comprising trustees and the CEO, and chaired by the Chair of
trustees, undertakes the interviewing of all potential new board members. A separate process agreed by the
trustee board is followed for the election of Chair, which may include co-options from outside of the board itself.
Each panel then reports its recommendations for co-option or election at the following trustee board/AGM for
approval. No other persons or bodies external to the charity is entitled to appoint persons to the trustee board.

Induction of Trustees
Newly appointed trustees are provided with an induction to CASNPT through meetings with staff and the Chair,
and mentoring by established trustees. All trustees have access to Citizens Advice online services and
information, and are encouraged to attend national Citizens Advice meetings and conferences and to partake in
training. 

Related Parties
CASNPT is a member of Citizens Advice, the operating name of the National Association of Citizens Advice
Bureaux, which provides a framework for standards of advice and casework management as well as monitoring
progress against these standards. Operating policies are independently determined by the Trustee Board of
CASNPT in order to fulfil its charitable objects and comply with the national membership requirements. 

The charity also co-operates and liaises with a number of other advisory services, local charities and local
authority departments on behalf of clients. Where one of the trustees holds the position of trustee/director of
another charity, they may be involved in discussions regarding that other charity but not in the ultimate decision-
making process. 

Risk management
CASNPT operates a corporate risk management process, with a risk management strategy and risk register
agreed and regularly reviewed by the trustee board. The trustees recognise that any major risks to which the
charity is exposed need to be reviewed and systems put in place to mitigate those risks. To that end CASNPT
continually monitors and manages its risk, reviewing the corporate risk register and ensuring action plans are in
place to mitigate clearly defined risk areas. 

A major external risk is that of the loss of funding. The effects of this are mitigated by the procedures in place,
including diversification of funding streams. Internal risks are minimised by the implementation of procedures for
authorisation of all transactions and projects and to ensure consistent quality of delivery for all operational
aspects of the charitable company. These procedures are periodically reviewed to ensure that they still meet
the needs of the charity.

Trustees' report (continued) for the year ended 31 March 2026
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Objectives and activities

The charity's objectives
The Charity’s objects are to promote any charitable purpose for the public benefit by the advancement of
education, the protection and preservation of health and the relief of poverty, sickness and distress in particular,
but without limitation, for the benefit of the community in the City and County of Swansea and Neath Port Talbot
County Borough Council and surrounding areas (the ‘area of benefit’). 

The charity's main activities
CASNPT provides free, confidential, impartial and independent advice and information as part of meeting the
two service wide aims: 

to provide the advice people need for the problems they face, and
to improve the policies and practices that affect people's lives. 

While this involves providing advice and information to members of the public, an essential aspect of the role of
Citizens Advice is to exercise a responsible influence on the development of policies and services and to
ensure individuals do not suffer through a lack of knowledge or an inability to express their needs effectively,
through research, media and campaigning work.

Public benefit statement
The trustees have paid due regard to the Charity Commission’s guidance on public benefit in deciding the
activities undertaken by the local Citizens Advice service during the year. The trustees are satisfied that the
information provided in the report and accounts meets the public benefit reporting requirements.

The principal activity of CASNPT remains the provision of free, confidential, independent and impartial advice
and information for members of the public. This is provided through one central office location in Swansea city
centre and through remote delivery across the counties of Neath Port Talbot and Swansea. In addition to
generalist advice the following specialist advisory services were provided:

i) Specialist Welfare Benefit throughout Wales through the medium of telephone;
ii) Specialist Debt provision through the undertaking of Debt Relief Order applications by Approved
Intermediaries employed by CASNPT;
iii) Remote services funded by the Local Health Board and Welsh Government;
iv) Advice to potential benefits' claimants through the Claim What's Yours service.
v) Income maximisation support for those over 65, funded by Independent Age.

Advisory services are provided through telephone consultations, video calls and email throughout the area of
benefit. Face-to-face consultations have been re-introduced gradually since June 2022, and we have worked
steadily to reach communities by regular attendance at outreach venues. 

Trustees' report (continued) for the year ended 31 March 2026
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Financial Review
The net surplus for the year was £166,461, including a net surplus of £133,355 on unrestricted funds and a net
surplus of £33,106 on restricted funds after transfers.

Income in the year increased from £1,381,184 to £2,112,937, whilst expenditure increased from £1,383,187 to
£1,946,476.

Reserves Policy
The charity's total reserves were £1,029,079, of which £84,808 relates to restricted funds;this leaves a balance
of £944,271 free reserves. 

It is the charity's policy that funds not presently committed or invested in tangible fixed assets should be
maintained at the equivalent of a minimum of four and a maximum of six months' expenditure in general
unrestricted funds in order for CASNPT to continue to pursue its activities should there be a period of reduced
income. This is also considered prudent in the light of funding which is received in arrears.

The charity's free reserves, excluding fixed assets, at the year-end were £944,271 (2024/25: £810,916).
Trustees had previously resolved to designate £40,000 towards the future relocation of its Swansea premises,
which has been repurposed towards the costs of any dilapidations arising on the expired lease,. At 31 March
2026 therefore, free unrestricted reserves amounted to £904,271. This amounts to around 5.6 months'
budgeted expenditure, which trustees consider to be a reasonable position particularly in view of the ongoing
uncertainties in relation to the planned office relocation.

Trustees' report (continued) for the year ended 31 March 2026
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Statement of trustees' responsibilities
The trustees (who are also the directors for the purposes of company law) are responsible for preparing the
Trustees report and the financial statements in accordance with the applicable law and UK Accounting
Standards. 

Company law requires the trustees to prepare financial accounts for each financial year which give a true and
fair view of the state of affairs of the charitable company and of the incoming resources and application of
resources, including the income and expenditure, of the charitable company for the year. In preparing these
financial statements, the trustees are required to: 

select suitable accounting policies and apply them consistently; 
observe the methods and principles in the Charities SORP; 
make judgements and estimates that are reasonable and prudent; 
state whether applicable UK accounting standards have been followed, subject to any material departures
disclosed and explained in the financial statements; 
prepare the accounts on a going concern basis unless it is inappropriate to presume that the charitable
company will continue in operation. 

The trustees are responsible for keeping proper accounting records which disclose with reasonable accuracy at
any time the financial position of the charitable company and to enable them to ensure that the financial
accounts comply with the Companies Act 2006. They are also responsible for safeguarding the assets of the
charity and hence for taking reasonable steps for the prevention and detection of fraud and other irregularities.

Statement as to disclosure of information to auditors 
So far as each of the trustees is aware at the date of approving this report, there is no relevant audit information
(as defined by Section 418 of the Companies Act 2006) of which the charity's auditor is unaware. Each trustee
has taken all the steps that he or she ought to have taken as a trustee in order to make himself or herself aware
of any relevant audit information and to establish that the charity's auditor is aware of that information.

The auditor, Bevan Buckland, previously traded through the legal entity Bevan Buckland LLP. Following a
restructure and regulatory changes, Bevan Buckland LLP ceased to hold an audit registration with the
engagement transitioning to Bevan Buckland Audit Ltd.

This report has been prepared in accordance with the Statement of Recommended Practice: Accounting and
Reporting by Charities (Charities SORP (FRS102)), and in accordance with the special provisions of the
Companies Act 2006 relating to small companies.

Approved by the board of trustees on...............................

Signed:.................................................... (Trustee)

Name:.......................................................
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Report of the Independent Auditors to the Trustees of Citizens
Advice Swansea Neath Port Talbot Limited

Opinion
We have audited the financial statements of Citizens Advice Swansea Neath Port Talbot Limited (the
'charitable company') for the year ended 31 March 2026 which comprise the Statement of Financial Activities,
the Balance Sheet, the Cash Flow Statement and notes to the financial statements, including a summary of
significant accounting policies. The financial reporting framework that has been applied in their preparation is
applicable law and United Kingdom Accounting Standards (United Kingdom Generally Accepted Accounting
Practice).

In our opinion the financial statements:
 - give a true and fair view of the state of the charitable company's affairs as at 31 March 2026 and of its
incoming resources and application of resources, for the year then ended; 
 - have been properly prepared in accordance with United Kingdom Generally Accepted Accounting Practice;
and 
 - have been prepared in accordance with the requirements of the Companies Act 2006.

Basis for Opinion
We conducted our audit in accordance with International Standards on Auditing (UK) (ISAs (UK)) and
applicable law. Our responsibilities under those standards are further described in the Auditors' responsibilities
for the audit of the financial statements section of our report. We are independent of the charitable company in
accordance with the ethical requirements that are relevant to our audit of the financial statements in the UK,
including the FRC's Ethical Standard, and we have fulfilled our other ethical responsibilities in accordance with
these requirements. We believe that the audit evidence we have obtained is sufficient and appropriate to
provide a basis for our opinion.

Conclusions relating to Going Concern
In auditing the financial statements, we have concluded that the trustees' use of the going concern basis of
accounting in the preparation of the financial statements is appropriate.

Based on the work we have performed, we have not identified any material uncertainties relating to events or
conditions that, individually or collectively, may cast significant doubt on the charitable company's ability to
continue as a going concern for a period of at least twelve months from when the financial statements are
authorised for issue.

Our responsibilities and the responsibilities of the trustees with respect to going concern are described in the
relevant sections of this report.

Other information
The trustees are responsible for the other information. The other information comprises the information
included in the Annual Report, other than the financial statements and our Report of the Independent Auditors
thereon.

Our opinion on the financial statements does not cover the other information and, except to the extent
otherwise explicitly stated in our report, we do not express any form of assurance conclusion thereon.
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Other information (continued)
In connection with our audit of the financial statements, our responsibility is to read the other information and, in
doing so, consider whether the other information is materially inconsistent with the financial statements or our
knowledge obtained in the audit or otherwise appears to be materially misstated. If we identify such material
inconsistencies or apparent material misstatements, we are required to determine whether this gives rise to a
material misstatement in the financial statements themselves. If, based on the work we have performed, we
conclude that there is a material misstatement of this other information, we are required to report that fact. We
have nothing to report in this regard.

Opinions on other matters prescribed by the Companies Act 2006
In our opinion, based on the work undertaken in the course of the audit:

the information given in the Report of the Trustees for the financial year for which the financial statements
are prepared is consistent with the financial statements; and
the Report of the Trustees has been prepared in accordance with applicable legal requirements.

Matters on which we are required to report by exception
In the light of the knowledge and understanding of the charitable company and its environment obtained in the
course of the audit, we have not identified material misstatements in the Report of the Trustees.

We have nothing to report in respect of the following matters where the Companies Act 2006 requires us to
report to you if, in our opinion:

adequate accounting records have not been kept or returns adequate for our audit have not been received
from branches not visited by us; or
the financial statements are not in agreement with the accounting records and returns; or
certain disclosures of trustees' remuneration specified by law are not made; or
we have not received all the information and explanations we require for our audit.

Responsibilities of trustees
As explained more fully in the Statement of Trustees' Responsibilities, the trustees (who are also the directors of
the charitable company for the purposes of company law) are responsible for the preparation of the financial
statements and for being satisfied that they give a true and fair view, and for such internal control as the
trustees determine is necessary to enable the preparation of financial statements that are free from material
misstatement, whether due to fraud or error.

In preparing the financial statements, the trustees are responsible for assessing the charitable company's
ability to continue as a going concern, disclosing, as applicable, matters related to going concern and using the
going concern basis of accounting unless the trustees either intend to liquidate the charitable company or to
cease operations, or have no realistic alternative but to do so.

Our responsibilities for the audit of the financial statements
Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are
free from material misstatement, whether due to fraud or error, and to issue a Report of the Independent
Auditors that includes our opinion. Reasonable assurance is a high level of assurance, but is not a guarantee
that an audit conducted in accordance with ISAs (UK) will always detect a material misstatement when it exists.
Misstatements can arise from fraud or error and are considered material if, individually or in the aggregate, they
could reasonably be expected to influence the economic decisions of users taken on the basis of these financial
statements.

(continued) Report of the Independent Auditors to the Trustees of
Citizens Advice Swansea Neath Port Talbot Limited
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Our responsibilities for the audit of the financial statements (continued)
Irregularities, including fraud, are instances of non-compliance with laws and regulations. We design
procedures in line with our responsibilities, outlined above, to detect material misstatements in respect of
irregularities, including fraud. The extent to which our procedures are capable of detecting irregularities,
including fraud is detailed below:

Extent to which the audit was considered capable of detecting irregularities, including fraud.
We identify and assess the risks of material misstatement of the Financial Statements, whether due to fraud or
error, and then design and perform audit procedures responsive to those risks, including obtaining audit
evidence that is sufficient and appropriate to provide a basis for our opinion.

We discussed our audit independence complying with the Revised Ethical Standard 2024 with the
engagement team members whilst planning the audit and continually monitored our independence throughout
the process.

Identifying and assessing potential risks related to irregularities.
In identifying and assessing risks of material misstatement in respect of irregularities, including fraud and
noncompliance with laws and regulations, our procedures included the following:
(i) enquiring of management, including obtaining and reviewing supporting documentation, concerning the
Charity's policies and procedures relating to:

identifying, evaluating and complying with laws and regulations and whether they were aware of any
instances of non-compliance;
detecting and responding to the risks of fraud and whether they have knowledge of any actual, suspected
or alleged fraud;
the internal controls established to mitigate risks related to fraud or non-compliance with laws and
regulations;

(ii) discussing among the engagement team how and where fraud might occur in the financial statements
and any potential indicators of fraud.
(iii) obtaining an understanding of the legal and regulatory frameworks that the Charity operates in, focusing on
those laws and regulations that had a direct effect on the financial statements or that had a fundamental effect
on the operations of the Charity. The key laws and regulations we considered in this context included the UK
Companies Act and relevant tax legislation.

Audit response to risks identified
In addition to the above, our procedures to respond to risks identified included the following:

reviewing the financial statement disclosures and testing to supporting documentation to assess
compliance with relevant laws and regulations;
enquiring of management concerning actual and potential litigation and claims; performing analytical
procedures to identify any unusual or unexpected relationships that may indicate risks of material
misstatement due to fraud;
reading minutes of meetings of those charged with governance;
in addressing the risk of fraud through management override of controls, testing the appropriateness of
journal entries and other adjustments;
assessing whether the judgements made in making accounting estimates are indicative of a potential bias;
and
evaluating the operational rationale of any significant transactions that are unusual or outside the normal
course of operations.

(continued) Report of the Independent Auditors to the Trustees of
Citizens Advice Swansea Neath Port Talbot Limited
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Audit response to risks identified (continued)
We also communicated relevant identified laws and regulations and potential fraud risks to all engagement
team members and remained alert to any indications of fraud or non-compliance with laws and regulations
throughout the audit.

A further description of our responsibilities for the audit of the financial statements is located on the Financial
Reporting Council's website at www.frc.org.uk/auditorsresponsibilities. This description forms part of our
Report of the Independent Auditors.

Use of our report
This report is made solely to the charitable company's members, as a body, in accordance with Chapter 3 of
Part 16 of the Companies Act 2006. Our audit work has been undertaken so that we might state to the
charitable company's members those matters we are required to state to them in an auditors' report and for no
other purpose. To the fullest extent permitted by law, we do not accept or assume responsibility to anyone
other than the charitable company and the charitable company's members as a body, for our audit work, for
this report, or for the opinions we have formed.

……………………………

Michael Jones (Senior Statutory Auditor)

for and on behalf of Bevan Buckland Audit Ltd
Chartered Accountants and Statutory Auditors
Ground Floor
Cardigan House
Castle Court
Swansea Enterprise Park
Swansea
SA7 9LA

Date………………….
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Statement of Financial Activities
(including summary income and expenditure account)

for the year ended 31 March 2026
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Balance sheet
as at 31 March 2026
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The financial statements were approved by the board of trustees and authorised for issue on 26 August 2026,
and were signed on its behalf by:

Sonya Dougherty  (Chair)

Signed:................................................................. on 26 August 2026                                   
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Statement of cash flows
for the year ended 31 March 2026
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Notes to the accounts
for the year ended 31 March 2026
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1 Accounting policies

(a) Basis of accounting
These accounts have been prepared under the historical cost convention with items recognised at cost
or transaction value unless otherwise stated in the relevant note(s) to these accounts. The financial
statements have been prepared in accordance with the Statement of Recommended Practice:
Accounting and Reporting by Charities preparing their accounts in accordance with the Financial
Reporting Standard applicable in the UK and Republic of Ireland (FRS 102) (effective 1 January 2019)
and with the Charities Act 2011.

The charity constitutes a public benefit entity as defined by FRS 102.
There has been no change to the accounting policies since last year.
No changes have been made to the accounts for previous years.

(b) Going concern
The trustees are satisfied that there are no material uncertainties about the charity's ability to continue as a
going concern. 

(c) Incoming resources
All incoming resources are included in the Statement of Financial Activities (SOFA) when the charity
becomes entitled to the resources, it is more likely than not that the trustees will receive the resources
and the monetary value can be measured with sufficient reliability.

Grants receivable 
Grants and donations are only included in the SOFA when the charity has unconditional entitlement to the
resources. Grants received for a specific purpose and subject to conditions specified by the donor are treated
as restricted funds. Revenue grants are credited directly to the Statement of Financial Activities (SoFA).
Capital grants are released over the life of the assets in line with the depreciation policy. Where grants are
related to performance and specific deliverables, they are accounted for as the charity earns the right to
consideration by its performance.

Bank interest
Bank interest is include in the SoFA on a receivable basis.

Other income
Sales of services are included in the SoFA in the period to which they relate. Other income, including
donations, gifts and covenants, is included as it is received.

Gifts and intangible income
In addition to the above, the charity also receives help and support in the form of voluntary assistance in
advising the public. This help and support is not included in the financial statements, but its value to the charity
is acknowledged and disclosed in the trustees' report.

Deferred income
Grants received in advance of the period to which the funder requires the expenditure to be applied are
reflected in deferred income within the balance sheet. Income is released to the SoFA in the reporting period
in which the conditions which limited recognition are met.
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1 Accounting policies (continued)

(d) Expenditure and liabilities 
Expenditure is recognised on an accrual basis as a liability is incurred. Liabilities are recognised where it is
more likely than not that there is a legal or constructive obligation committing the charity to pay out the
resources and the amount of the obligation can be measured with reasonable certainty

All expenditure related to the provision of advice services is included within charitable expenditure.

Costs allocated between expenditure categories are on a basis designed to reflect their resource usage. Some
costs are allocated directly to activities; other costs are apportioned, for example by staff time spent on the
activity, or another equitable usage measure.

(e) Taxation
As a charity the organisation benefits from rates relief and is generally exempt from corporation tax but not from
VAT. Irrecoverable VAT is included in the cost of those items to which it relates.

(f) Tangible fixed assets
Tangible fixed assets costing more than £2,000 are capitalised and included at cost including any
incidental expenses of acquisition. Gifted assets are shown at the value to the charity on receipt.

Depreciation is provided on such tangible fixed assets at rates calculated to write off the cost on a straight line
basis over their expected useful economic lives as follows:
Computer equipment: over 3 years
Website: over 3 years

(g) Pensions
The charity operates a defined contribution scheme for the benefit of its employees, compliant with auto-
enrolment legislation. The costs of contributions are recognised in the year they are payable.

(h) Fund accounting
Unrestricted funds are available for use at the discretion of the trustees in furtherance of the general
objectives of the charity.

Designated funds are unrestricted funds earmarked by the trustees for particular purposes. The use of
such funds is at the trustees' discretion.

Restricted funds are subjected to restrictions on their expenditure imposed by the donor or through the terms of
an appeal.

Further explanation of the nature and purpose of each fund is included in the notes to the accounts.

(continued) Notes to the accounts
for the year ended 31 March 2026
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1 Accounting policies (continued)

(i) Leases
Rental costs under operating leases are charged on a straight line basis over the lease term or to an earlier  date
if the lease can be determined without financial penalty.

(j) Debtors
Trade and other debtors are recognised at the settlement amount due after any trade discount offered.
Prepayments are valued at the amount prepaid net of any trade discounts due.

(k) Cash at bank and in hand
Cash at bank and cash in hand includes cash and short term highly liquid investments with a short maturity of
three months or less from the date of acquisition or opening of the deposit or similar account.

(l) Current asset investments 
Current asset investments include accounts with a maturity exceeding three months from the date of acquisition
or opening of the account. Such accounts are held through an investment platform linked to the charity’s principal
bank account. 

(m) Creditors and provisions
Creditors and provisions are recognised where the charity has a present obligation resulting from a past event
that will probably result in the transfer of funds to a third party and the amount due to settle the obligation can be
measured or estimated reliably. Creditors and provisions are normally recognised at their settlement amount after
allowing for any trade discounts due.

(n)  Financial instruments
The charity has elected to apply the provisions of Section 11 'Basic Financial Instruments' and Section 12 'Other
Financial Instruments Issues' of FRS 102 to all of its financial instruments.

Financial instruments are recognised in the charity's balance sheet when the charity becomes party to the
contractual provisions of the instrument.

Financial assets and liabilities are offset, with the net amounts presented in the financial statements, when there
is a legally enforceable right to set off the recognised amounts and there is an intention to settle on a net basis or
to realise the asset and settle the liability simultaneously.

38
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(continued) Notes to the accounts
for the year ended 31 March 2026

Fund name                                      Reason for designation   
Office dilapidations                         The trustees had previously designated £40,000 towards the costs of relocation

on expiry of the lease at Wind Street, Swansea. The costs of relocation were
ultimately met from general unrestricted funds, and the trustees agreed to
maintain the £40,000 as a designated fund towards the costs of any agreed
dilapidations arising on that lease. 

5c

There were no employees with emoluments above £60,000 (2025: no employees).
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16  Post balance sheet events

There have been no material post balance sheet events requiring separate disclosure in these financial
statements other than the matter disclosed in Note 15 (Contingent liability)
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Statement of Financial Activities including comparatives for all funds
(including summary income and expenditure account)

for the year ended 31 March 2026
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