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Our objectives me————

+ Create greater awareness of, and access to, truly
free debt advice and debt solutions

* Develop extensive relationships with other
organisations to bring greater help and support to
people with problem debt

* Provide new and improved products and services
to meet the changing needs of people with
problem debt

* Invest in our people, processes and systems to
effectively deliver timely and high quality help and
support

+ Build a robust, stable and sustainable charity that
can be relied on by all in society

+ Champion the cause of people in or at risk of
problem debt by influencing policymakers and
campaigning for change

» Enhance peoples’ financial understanding and
capability so they can better manage their money
and debts
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You'll notice a few changes in this year’s Statistics Yearbook. We've decided to freshen it up a bit by making it
more visually exciting and concentrating on statistics that best explain our clients’ stories. We hope you enjoy
the changes.
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The data in the Statistics Yearbook is drawn from a
warehouse containing the details of more than 16m
phone calls and 2.3m clients.The 2013 data analyses
around 300,000 clients who received a full advice
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Main Findings 2013

A record number of people, 507,863, contacted
StepChange Debt Charity in 2013. This was
driven by a 29 percent increase in the number of
people contacting the charity by telephone and
a 50 percent increase in the number of people
contacting the charity online

As in previous years, demand for advice was
primarily a result of unemployment (23 percent)
and reduced income resulting from a loss of hours
at work (16 percent)

The proportion of people who live in rented
accommodation seeking advice from the charity
continues to grow. Last year almost 70 percent of
clients advised lived in rented accommodation,
compared to just over 50 percent in 2009

Being in work does not necessarily protect people
from debt problems; over half of clients seeking
help were in work, 31 percent employed full time

Relying primarily on income from jobseeker’s
allowance means that people do not have enough
money to meet their essential spend. Clients
receiving the benefit have, on average, significantly
higher outgoings than income

The results of our client survey showed that
indebted consumers still continue to wait a long
time before seeking debt advice. Half of those
surveyed waited more than a year between
realising their debts were a problem and seeking
help from any debt advice provider

Our survey showed the psychological impact
problem debt can have on individuals. Three-
quarters of respondents experienced sleeping
problems due to their debt, and 64 percent
experienced mood swings. Over 50 percent also
found their work performance suffered as a result
of problem debt

STATISTICS YEARBOOK 2013

Payday loans continue to cause huge problems

for consumers. StepChange Debt Charity clients
with payday loans have, on average, three, with the
average payday debt (£1,647) outstripping average
income

The last five years have seen a worrying rise in the
proportion of StepChange Debt Charity clients with
arrears on essential household bills. The largest
rise has been in Council Tax arrears, where the
proportion of clients with missed payments has
increased from less than 10 percent in 2009 to
over 25 percent in 2013

The charity has also seen big rises in the
proportion of clients with arrears on utility bills.
Around 13 percent of clients have arrears on
gas and electricity bills.
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1. Chief Executive’s Introduction

Since 2006 our Statistics
Yearbook has illuminated

the difficulties faced by
households struggling with
problem debt across the UK.
This year, my first as Chief
Executive of the UK’s largest
debt advice charity, the

- data reveals a complex but
N concerning story.

Although there is welcome evidence of economic
growth, and average debt is falling, many people are
still living in a very difficult economic environment, one
that requires a robust, comprehensive and coordinated

approach to household problem debt by government,
creditors, service providers and charities.

We have continued to see a sharp rise in the number
of people with high-cost, short-term credit. 67,000
of the people we advised in 2013 had payday loans,
almost double the previous year. Over 20 percent of
those seeking our help with payday loans had taken
out more than five, showing an ongoing problem with
irresponsible lending practices which we hope the
Financial Conduct Authority will tackle.

There has also been a sharp increase in the number
of people coming to us with arrears on essential
household bills — the debts many people are struggling
with are not the result of one off extravagances, but a
structural shortfall between their income and essential
living expenses. The proportion of clients with arrears
on their Council Tax has increased from 10 percent in
2009 to over 25 per cent in 2013. The proportion of
clients with arrears on utility bills, gas and electricity,
has doubled over the same period. The need for
investment in infrastructure such as energy, water and
communications will pass through to consumers’ bills.
Interest rate rises will also come sooner or later and be
a shock after a long period of static and low rates.

Real wages fell in 2013 and have been falling
consistently since 2010, the longest period of decline
for 50 years'. The proportion of average household
disposable income accounted for by expenditure on
essential household goods and services has risen from
20 percent in 2003 to 27 percent in 20132. Coupled
with persistent worries over job security, this means
people’s financial horizons appear to be reducing. The
lack of people’s financial resilience means that it is very
difficult to cope with income cost shocks over the long
term, even over the short term.

In this environment the growth of the payday loan
market and arrears is almost inevitable, and demands a
strong government response. The rapid rise in arrears
on essential household bills in particular is one that is
under-reported, and raises serious questions regarding
the public sector’s role as a debt collector and the
business practices of service providers, such as utility
companies.

2014 will prove a challenging one for all organisations
concerned with helping financially stressed consumers,
with people facing hard personal economic
circumstances and welfare changes continuing to bite.
StepChange Debt Charity will carry on our key task
with vigour and passion, offering free, independent
advice and support to all who need it, no matter

what their circumstances. We will continue to drive

the change needed to further help the UK’s indebted
population. We will continue to advise policy makers,
using evidence from our clients and our research. We
have an exciting research programme planned for 2014
examining what life is like for families “on the edge” —
who are falling, or have fallen, into financial difficulty —
and looking at whether there is an adequate safety net
in place to protect them.

Mike O’Connor CBE
Chief Executive

1 Office of National Statistics: An Examination of Falling Real Wages, 2010 — 2013

2 ONS Economic Review for November

STATISTICS YEARBOOK 2013
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2. Demand

Key findings:

» 507,863 people contacted StepChange Debt Charity in 2013

» The top three reasons for seeking advice were unemployment/
redundancy (23 percent), reduced income (16 percent) and a lack
of budgeting (14 percent)

Almost 70 percent of clients advised lived in rented accommodation
compared to 50 percent in 2009.

As the number of online services offered by the Charity increases, so do the ways in which we interact with clients.

Many people need in-depth advice and support, and this is traditionally what we have reported on. We do so in this
Yearbook and will continue to do so in future.

However, some people use our services in a different way, to gain a better understanding of their situation before
deciding to take action. For example, 20,484 people used our 60 second debt tracker between June 2013 (when it
was launched) and December 2013.

We are conscious that there are a variety of other levels of engagement people have with our online services.
We continue to explore what these mean in terms of the help people receive, and what are the most useful
measurements for us to publish.

A record number of people, Chart 1: Demand for advice?®
507,863, contacted StepChange

Debt Charity in 2013. This was
driven by a 29 percent increase in 600,000
the number of people contacting

the charity by telephone and a 50 500,000
percent increase in the number
of people contacting the charity

Contact numbers

. 400,000
online. If we break demand down
by region we can see the highest

300,000
demand came from London (see
overleaf).

200,000

3 The 2012 telephone contact figures
have undergone a slight revision
and have decreased, due to 100,000
methodological changes. We have
removed from the overall numbers any
callers who contacted the helpline 0 T T T T T 1
and were subsequently redirected 2008 2009 2010 2011 2012 2013

to a different part of the charity. 'Telephone . Online Overall
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Debt map
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As in previous years, demand for advice was primarily a result of unemployment (23 percent) and reduced
income resulting from loss of hours at work (16 percent).

Figure 1: Reasons for debt

Unemployment and reductions in income are the biggest drivers of debt
problems. People often find it difficult to recover after a financial shock.

4 /4

[ o -
o ~

All figures based on StepChange Debt Charity clients 2013 — sample size: 180,666
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2. Demand

Many people contacting StepChange Debt Charity receive sufficient immediate help to address their financial
difficulties. However, in 2013 almost 300,000 needed further support and a full debt advice session, leading

to a long-term financial solution. Around 90,000 clients in 2013 were recommended that a Debt Management
Plan (DMP) was the best solution to their financial problems; 62,000 were recommended an insolvency solution
— bankruptcy, a Debt Relief Order (DRO), an Individual Voluntary Arrangement (IVA), or, specific to Scotland, a
Trust Deed or Sequestration. In 2013 the Scottish arm of the Charity also recommended Debt Payment Plans
(DPPs) as part of the Debt Arrangement Scheme (DAS) to over 2,000 clients.

Recommendations

Telephone
287,165 calls answered

278,438 clients with a
recommendation

Online
220,698 Debt Remedy contacts

DMP
89,450

Bankruptcy/sequestration
23,008

Managed token payments
11,256

Other
6,796

STATISTICS YEARBOOK 2013

i

Income maximisation
64,217

Meets actual payments
22,634

Token payments
10,030

DAS DPP
2,110

DRO
25,583

IVA/trust deed
13,719

Realise assets
8,117

Equity release
1,518



By comparing StepChange

Debt Charity data with national
statistics, we can see that people
over 60 are disproportionately less
likely to seek debt advice than
young people.

Age has a bearing on the methods
that people use to seek debt
advice. Those under 40 are more
likely to contact the charity online,
while those over 40 are more likely
to use the telephone. The contrast
is particularly stark for the over 60s,
who are three times more likely to
use the telephone than the internet
to seek advice.

STATISTICS YEARBOOK 2013
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Chart 2: Demand for advice — age

Proportion of population
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Chart 3: Demand for advice by channel

Proportion of clients
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2. Demand

Chart 4: Demand for advice — gender

44.6% . Women
55.4%
@ Ven

There has been a steady growth

in the proportion of clients who
are single. They now account for
just over 56 percent of people
advised. However, the proportion
of clients with dependent children
has remained stable at 43 percent.

Chart 5: Demand for advice — family type

39.2%

17.0%
. Couples with children

@ Couples without children
. Single parents

Single without children

4 ONS Families and Households 2012: lone parent families with dependent children
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More renters are seeking help Chart 6: Demand for advice — housing tenure
from the charity. Last year almost

70 percent of clients advised
lived in rented accommodation,

Proportion of clients

()
compared to just over 50 percent 80%
in 2009. 70%
The previous three years have 60% -
seen a rise in the proportion of
50%

clients living in private rented
accommodation, from 27 percent 40% -
in 2011 to 32 percent in 2013.

30%

20%

10%

0%

T T T T T T T T T T 1
2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013

. Homeowners . Renters

Chart 7: Demand for advice — housing tenure

12.2%

Board payment
Mortgage
Own outright

28.8% Rent & mortgage

Rent - housing association

Rent - local authority

Rent - private landlord

2.1%
2.4%

11.5%
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2. Demand

Case study R«ET

Claire is a low paid part-time worker. She has had her wages frozen for four years
and had to reduce her working hours as she suffers from tendonitis and arthritis in
her hands. Her husband, an MOT tester, has been forced to become self-employed
after his garage made him redundant. After struggling for a number of years

their finances got steadily worse and they were having to increasingly rely on an
overdraft and credit card for day to day living. Claire asked for help from her bank
and was offered further credit.

She then received a letter in January 2013 from the credit card department saying
that they would have to increase her interest rate until her spending or credit
improved. She was referred to StepChange Debt Charity and we arranged a DMP,

“[It] is the best thing we could have done and wish | had done it sooner.”

.

LS AS Adam

After Adam was forced to take early retirement due to growing health problems, he
found himself dependent on benefits. He had taken out a car loan whilst he was
still working, and he now struggles to live on his benefits and repay the loan.

“One day you're earning a paycheck and the next day you're not and you're in
deep trouble.”

The benefit money isn’'t enough to pay off his debts, or even live on, and he has
been kept waiting a year for all of his benefits to be processed.

Adam contacted the bank four or five months after being medically retired.

“| said ‘look I’'m not going to have enough money to pay these things off,” because
it says on their bank website, nicely, phone us and we'll do everything we can to
help you and the first thing they said was ‘sorry we can't help you’ so...it was a very
unpleasant experience and quite soul destroying actually.”

He struggles to live on the money he does have coming in and has no real way of
earning any more.

“I've got no money. | think the thing that's going to happen is probably bankruptcy.”
A

STATISTICS YEARBOOK 2013
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In 2013 almost 160,000 clients
(55 percent of those advised)
received some form of benefit or
tax credit’. This is a 47 percent
increase since 2011. The largest
proportionate rise has come

from clients claiming incapacity
benefit/employment and support
allowance (ESA), where there has
been an increase of 90 percent.

Further analysis indicates that
relying primarily on income

from incapacity benefit/ESA or
jobseeker’s allowance means
that people do not have enough
money to meet their essential
spend. Chart nine shows clients
receiving these benefits have,
on average, significantly higher
outgoings than income — even
after receiving expert budgeting
advice from the charity. This
means that in order to afford
essential living items they are
likely to have to use credit to make
up the difference. These benefits
are not, on their own, sufficient
as a safety net to protect people
from spiralling into debt problems,
and further assistance from
creditors and essential services
may be needed to avoid this
negative outcome.

STATISTICS YEARBOOK 2013
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Chart 8: Number of clients with benefits
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Chart 9: Clients on benefits — average surplus
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2. Demand

People seeking advice from StepChange Debt Charity are far more likely to be unemployed compared with the
general UK population®. Almost a third of people receiving advice from the charity in 2013 were unemployed,
compared to the national unemployment rate of 7.2 percent. However, being in work does not necessarily make
people free from debt problems; over half of those seeking help were in work, 31 percent employed full time.

Figure 2: Employment

Debt is a problem for those in work as
well as those who aren’t in work — over ‘
half the people contacting StepChange
Debt Charity for advice are employed.

® ¢ TN

Employed Employed Full time Looking Self
full time part time carer after the Retired Employed Student Unemployed

3% 17% 1% fa“‘"zy(’;““e 7% 9% 2% 32%
0

All figures based on StepChange Debt Charity clients 2013 — sample size: 278,438

6  ONS labour market statistics Sep-Nov 2013

STATISTICS YEARBOOK 2013 12



Our client survey
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In January 2014, we surveyed 1,104 clients who started a DMP with the charity in 2013.

The results showed that even when people are in financial difficulty they do not seek
out debt advice quickly, but wait for an extended period of time. Half of those surveyed
waited more than a year between realising their debts were a problem and seeking help

from any debt advice provider.

Our survey showed the psychological impact problem debt can have on individuals.
Three-quarters of respondents experienced sleeping problems due to their debt, and
64 percent experienced mood swings. Over 50 percent have also found their work

performance suffered as a result of problem debt.

How long was it between starting to worry that your 2011
debt was a problem and seeking help from any debt
advice provider?

1-3 months 15%
4-6 months 15%
7-9 months 11%
10-12 months 12%
After a year 45%
Have your debt problems had a negative impact on 2011
your relationships with friends and family?

Yes 31%
No 34%
| haven't told them 35%
Have your debt problems affected your self- 2011

confidence/faith in your own ability to support
yourself or your family?

A lot 47%
Somewhat 35%
No 7%
Hard to say/don’'t know 11%
Do you believe that if you had received more 2011

financial education in school you would have
avoided unmanageable debt?

Yes 46%
No 21%
Hard to say/don’'t know 28%
Not applicable 5%

STATISTICS YEARBOOK 2013

2012

13%
22%
11%
14%
40%

2012

30%
39%
31%

2012

36%
42%
12%
10%

2012

42%
22%
32%

3%

2013

9%
17%
10%
14%
50%

2013

37%
30%
33%

2013

44%
40%
8%
8%

2013

44%
23%
30%

3%
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2. Demand

7 Clients could choose from multiple answers

STATISTICS YEARBOOK 2013

14



3. Debts

Average unsecured debt among
people seeking our help has
continued to decline and is now
below £16,000 per client. This is
not necessarily positive; it could
indicate that for many, small
high-interest loans are leading
to disproportionate financial
difficulties.

STATISTICS YEARBOOK 2013
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Key findings:

Average unsecured debt is now below £16,000 per client

Average unsecured debt has declined fastest for the 18-24 age group
(34 percent since 2009)

Self-employed clients have £24,328 in average unsecured debt,
substantially higher than both employed and unemployed people

StepChange Debt Charity clients owe most on personal loans (on
average £9,219) and credit card providers (£9,047)

Clients have the highest number of debts with credit card providers
(2.7 per client) and payday lenders (three)

Clients with five or more payday loans owe, on average, 62 percent
more in unsecured debts than clients with four

20 percent of clients owe money to family and friends — totalling
£190m.

Chart 10: Average unsecured debt

Average unsecured debt

£30,000

£25,000

£20,000

£15,000

£10,000

£5,000

£0 T T T T 1
2009 2010 2011 2012 2013
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3. Debts

The proportion of clients with
average unsecured debts below
£10,000 has increased to over
half in the last three years.

In proportional terms, average
unsecured debt has declined
fastest for the 18-24 age group
(by 34 percent since 2009),
slowest for the over 60s (20
percent). Over 60s advised by
the charity have the highest
average unsecured debt
(£20,887).

STATISTICS YEARBOOK 2013

Chart 11: Unsecured debt levels

Proportion of clients
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Chart 12: Average unsecured debt — age
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Chart 13: Average unsecured debt — gender

Average unsecured debt
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Case study «QGY,

Cindy, a part time worker, and her husband, a labourer, got into debt at the
beginning of 2013 as a result of her husband injuring his back and losing his job.
Cindy’s income was unable to support them both and they fell quickly into debt.

Cindy’s husband is now a lot better and looking for work but is limited as he
cannot go back into heavy labouring industrial jobs because of his back. They
have three children and Cindy has been feeling intense pressure on herself as the
breadwinner.

“It is a constant battle of worry and paying less on agreed payments. We have lost
all our credit rating and things have been very tough.”

She has been taking any extra hours she can and has ‘run [herself] into the ground’
resulting in her admission to hospital.

“Largely our problems would be halved if the benefits were more in line with basic
living costs.”

STATISTICS YEARBOOK 2013 17



3. Debts

Figure 3: Average unsecured debt — housing tenure

There are high levels of unsecured debt among
people who have a mortgage. When interest
rates rise this could cause problems for families
trying to maintain both mortgage and unsecured
debt repayments.

Average unsecured debt

; People renting People renting People renting
People with a People who from housing from local from private
mortgage own outright association authority landlord

£24,738 £18,536 £11,085 £10,067 £13,732

All figures based on StepChange Debt Charity clients 2013 — sample size: 278,438

N
Case study NENS

Mark’s debt problems began at the break-up of his marriage. He tried to carry on
paying bills and mortgage payments at his former house whilst taking out a loan

to move to, and furnish, a rented flat. Very soon he was exceeding his overdraft
and could not maintain his credit card and other commitments. He had to borrow
money from friends and family to get legal representation after being taken to court
by his ex-wife.

“The Child Support Agency has gradually increased the money | pay them as well.”

Mark thinks his former bank has been very unsympathetic, despite him banking
with them for over 22 years. He is now on a DMP with StepChange Debt Charity

and is gradually regaining control of his finances.
o V.

STATISTICS YEARBOOK 2013 18



Step.ange

Debt Charity

External research has shown Chart 14: Average unsecured debt — family type
children can be a factor in
accruing unsecured debt®.
StepChange Debt Charity figures £25,000

Average unsecured debt

back this up, as households with
children owe more than those £20,000
without.
£15,000
£10,000
£5,000
£0 T T

Couples with Couples without Single parents Single without
children children children

As in previous years self-employed ~ Chart 15: Average unsecured debt — employment
clients have by far the highest

level of average unsecured debt Average unsecured debt
(£24,328). £30,000
£25,000
£20,000
£15,000 -
£10,000 -
£5,000 - I
£0 A T T T T 6 T b T T b
e @ & & &
& Fe & ¥ S
i\\}\ é @e .(\Q&\ <& 6\' &Q
> < &S . ) &)
\4 & NS S N N
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8 Kempson E, McKay, S and Willitts, M (2004), Characteristics of families in debt and the nature of indebtedness,
Report to the Department of Work and Pensions, 2004
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3. Debts

StepChange Debt Charity clients Chart 16: Types of unsecured debt
on average owe most on personal
loans (£9,219) and credit cards Average unsecured debt
(£9,047). £10,000
£9,000
£8,000
£7,000
£6,000
£5,000
£4,000
£3,000
£2,000
£1,000 - l I
£0 h T b T % T T b T x T
< N R O
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However, our clients have the Chart 17: Number of unsecured debts
highest number of debts with
credit card providers (2.7) and Number of debts
with payday lenders (three) 3.5
indicating problems arising from
multiple debts. 3.0
25
2.0
1.5 1
1.0 1
0.5
0.0 A T b T T T b T T
) X o> N >
o‘s} & & il & @ \
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Clients owe money across a range of different types of debt. Credit cards account for the largest debts held by
our clients.
Figure 4: Proportion of unsecured debts
There are a variety of different types of debt. The

most prevalent for StepChange Debt Charity clients
are credit card and overdraft debt.

Credit Personal Store Home Payday

Catalogue card Overdraft loan card credit loan

11 31% 14<, 13% 3% 3% 12,

All figures based on StepChange Debt Charity clients 2013 — sample size: 278,438

\
Case study NELY

When Mary took out a loan, her uncle signed as her guarantor. After losing her
job, she struggled to keep up her repayments. The creditor began to call her
repeatedly - up to 18 times per day on some occasions - to chase the arrears on
her account. Mary’s uncle started to make up the payments until he lost his job.
Both Mary and her uncle tried to cancel the Continuous Payment Authority on their
debit cards with the lender and their banks; however the lender still continued to
take payments, leaving them in a position where they struggled to buy food and
pay essential household bills. Mary’s uncle found work, but was still unable to make
the full monthly payment for the loan. The lender kept calling him at work, despite
repeated requests not to, which almost led to him receiving disciplinary action
about receiving personal calls.

Mary is currently on a DMP arranged by StepChange Debt Charity, but is
considering bankruptcy.

STATISTICS YEARBOOK 2013 21



3. Debts

Analysis of multiple debts
indicates that there is a rise in
debt once an individual has
five or more credit cards or
payday loans. Clients with five
or more credit cards owe, on
average, 84 percent more in
unsecured debts than clients
with four.

Clients with five or more
payday loans owe, on
average, 62 percent more
in unsecured debts than
clients with four.

STATISTICS YEARBOOK 2013

Chart 18: Multiple unsecured debts — credit cards

Number of credit cards

Average credit card debt
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Chart 19: Multiple unsecured debts — payday loans

Number of payday loans

Average payday loan debt

35% £4,000
30% - £3,500
259, - £3,000
- £2,500
20%
- £2,000
15%
- £1.500
0,
10% - £1,000
5% L £500
OOA) T T T £0

1 2 3

. Proportion of clients with each number
of payday loans

4

5+

@ Average payday loan debt

22



Step.ange

Debt Charity

Around 20 percent of Chart 20: Debt to family and/or friends
StepChange Debt Charity
clients owe money to family Total unsecured debt (£ million)
and/or friends. In 2013 the £200
amount owed to family and/
or friends reached £190m £180
(an average of £3,293 per £160
client).
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Case study RVELEN

A year and a half ago Warren went from being a weekly paid contractor to a full
time employee in his company, but he took a wage cut as part of the transition.
At the same time he started living on his own for the first time. Struggling to get
used to the monthly pay cycle, he took out a payday loan of £200 to fill a financial
gap between paydays. He was unable to repay but the lender rolled-over the loan
at a higher rate. He took out further loans with different lenders and quickly found
himself in a debt spiral.

Warren found that dealing with the payday loan companies was ‘a nightmare’.

“You can't call them, you can’t email them, they are impossible to contact . They
just send you threatening and abusive emails and phone calls”. He remembers
one call where he was sworn at. “That was so shocking to have a customer service
representative talk to me like that”.

He was also subject to harassment. They called extension numbers at random
around Warren's workplace and refused to take any notice of written requests to
stop. Warren received about five emails a day and ‘hundreds of marketing calls’.

Warren is now on a DMP with StepChange Debt Charity and is paying off his debt.
Despite this he still receives unwanted contact from the loan companies on a

regular basis.
A Wy
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Debt cocktails

Analysis shows a dangerous dynamic between credit products. The ‘debt cocktails’ below show how likely a client
with one type of debt is to have another type as well, and how levels of debt increase or decrease depending

on the product matrix of an individual. For example, 41.4 percent of clients with a home credit debt also have a
payday loan, owing, on average, £1,441 on this form of credit.
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4. Arrears on essential household bills

Household arrears

In this year’s Statistics Yearbook
we've changed how we’re reporting
arrears. Previously we reported
arrears numbers as a proportion
of all clients. This year rather than
reporting the number of clients
with, for example, Council Tax
arrears as a proportion of all
clients, we are instead reporting it
as a proportion of those who pay
Council Tax. This gives a better
picture of the level of difficulty
facing people in problem debt.

The last five years have seen a
huge rise in the proportion of
StepChange Debt Charity clients
with arrears on essential household
bills. The largest increase has been
in Council Tax arrears, where the
proportion of clients with missed
payments has increased from less
than 10 percent to over 25 percent.

The charity has also seen big rises
in the proportion of clients with
arrears on utility bills; around 13
percent of clients are currently in
arrears on gas and electricity bills.

STATISTICS YEARBOOK 2013

Key findings:

The proportion of clients with missed Council Tax bill payments has
increased from less than 10 percent in 2009 to over 25 percent in 2013

There have been double digit rises in the proportion of clients with
arrears on mortgages (10 percent), rent (12 percent) and water bills
(13 percent)

Households with children owe between eight and 15 percent more in
mortgage and rent arrears than those without.

Chart 21: Arrears on essential household bills
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4. Arrears on household bills

Figure 5: Arrears numbers

There’s been an explosion of arrears in essential household bills over the
last few years. Over 45,000 people sought help with Council Tax arrears in
2013, 78 percent more than the year before. The number of people seeking
help with electricity and gas bills also went up by more than 5o percent.

Number of StepChange Debt Charity clients with arrears
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All figures based on StepChange Debt Charity clients 2013 — sample size: 278,438
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The 40-59 age group tend to be Chart 22: Arrears on essential household bills - age
furthest behind on household
expenditure, having the highest Average arrears
levels of arrears on the majority of £7,000
items (child maintenance, Council
Tax, electricity, gas, mortgage and £5,000
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£3,000
60s on secured loans.
£2,000
£1,000
£0- s <
& . <3 @6 & & qg’o & & & &
PR N & > L& ¢ N
& & & & &
& F < L & X
b& ) &
RN ()
&
@ 1322 @ 2539 @ 40-59 60 and over

Chart 23: Arrears on essential household bills - gender
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4, Arrears on household bills

As with unsecured debts, having
dependent children in a household
tends to result in higher arrears.
This appears to be particularly
true for mortgages and rent,
where households with children
owe between eight and 15 percent
more in arrears than those without.

STATISTICS YEARBOOK 2013

Chart 24: Arrears on essential household bills — family type

Average arrears

£4,500

£4,000

£3,500

£3,000

£2,500 -

£2,000 -

£1,500 -

£1,000 -

£500 -

@ 4 . o < N N @ ) KN
& & & F F S & E
O’b NS xS xO O R $
<@ 000 \00 é ‘Q 00 N\
fb\o 00 Q/ é 000 4\(’ é
S F

N

) . Couples with children . Couples without children
@ single parents @ single without children

Chart 25: Arrears on essential household bills — housing tenure
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5. Social policy

StepChange Debt Charity advisors
report the problems clients face
with organisations and products
causing distress. Our Social Policy
team collect and analyse this
information to help us understand
the reasons our clients experience
difficulties with certain products or
companies.

Payday lenders were the biggest
source of complaints in 2013 for
our clients. Two of the five most
complained-about companies were
payday lenders. In the same period
we have seen a slight increase

in complaints about high street
banks, which remain the second-
largest source of problems for our
clients.

STATISTICS YEARBOOK 2013

Key findings:

» Two of the five most complained about companies were payday
lenders

The top three Social Policy issues reported were excessive interest or
charges added to debt (nine percent), inaccurate or technically wrong
advice (over seven percent) and continuous payment authority misuse
(6.5 percent).

The Social Policy team is represented in all areas of the charity. It gathers
information from clients on the organisations and products causing them
distress. This helps us understand why clients can experience difficulties
with particular companies, products or practices.

Chart 26: Social Policy - organisations
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5. Social policy

The main Social Policy issues
reported in 2013 related to
excessive interest or charges
added to debts and inaccurate
advice given to clients by
creditors or debt management
companies. Continuous payment
authority misuse was the third
most complained about issue.

The nature of the problems
facing our clients differ
depending on the type of
organisation. For example, the
majority of Social Policy reports
logged about debt collectors
relate to the misrepresentation
of legal powers and the use

of abusive language over the
telephone.

N
Case study BDLE

Dave’s debt problems started with the breakdown of his marriage back in 2007.

He had to leave the marital home whilst continuing to pay for it and rent at the same
time. He financed a lot of this with credit cards. He tried to sell the marital home but
put it on the market just as the housing market collapsed. He eventually sold it for a
£16,000 loss. On top of this he had to change jobs due to a threat of redundancy
and ended up earning a lot less than he was used to.

\\

Chart 27: Social Policy - issues
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“| was paying out much more than | was earning until it got to a point where |
couldn’t make payments anymore, which is when | contacted Step Change and |
was put onto a DMP”
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Figure 6: Social Policy/biggest concerns
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StepChange Debt Charity’s Social Policy network records the complaints our
clients make about their creditors and other organisations. They're telling us
that payday lenders cause a lot of misery with high interest and charges.
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All figures based on StepChange Debt Charity clients 2013 — sample size: 1,373
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Appendix

Chart 1: Demand for advice

Chart 2: Demand for advice — age

Chart 3: Demand for advice by channel

Chart 4: Demand for advice — gender Chart 5: Demand for advice — family type

STATISTICS YEARBOOK 2013 32




Appendix

Chart 6: Demand for advice — housing tenure

Chart 7: Demand for advice — housing tenure

Chart 8: Number of clients with benefits

Chart 9: Clients on benefits — average surplus
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Chart 10: Average unsecured debt

i

Chart 11: Unsecured debt levels

Chart 12: Average unsecured debt — age

Chart 13: Average unsecured debt — gender Chart 14: Average unsecured debt — family type

Chart 15: Average unsecured debt — employment

STATISTICS YEARBOOK 2013 34



Appendix

Chart 16: Types of unsecured debt

Chart 17: Number of unsecured debts

Chart 18: Multiple unsecured debts — credit cards

Chart 19: Multiple unsecured debts — payday loans

Chart 20: Debt to family and/or friends
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Chart 21: Arrears on essential household bills

Chart 22: Arrears on essential household bills — age

Chart 23: Arrears on essential household bills — gender
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Appendix

Chart 24: Arrears on essential household bills — family type
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Chart 25: Arrears on essential household bills — housing tenure
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Chart 27: Social Policy - issues
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Figure 1: Reasons for debt

Figure 2: Employment

Figure 3: Average unsecured debt — housing tenure

Figure 4: Size of problem by number of debts seen

STATISTICS YEARBOOK 2013 38



Appendix

Figure 5: Arrears numbers

Figure 6: Social Policy — biggest concerns
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For more information about this report:
Call: 0207 3914598

Monday to Friday 9am to 6pm

Email: policy@stepchange.org
Online: www.stepchange.org

Write to StepChange Debt Charity London Office:
6th Floor, Lynton House,

7-12 Tavistock Square

London WC1H 9LT

For help and advice with problem debts:
Call: 0800 138 1111 Monday to Friday 8am to 8pm
and Saturday 9am to 4pm

Online: www.stepchange.org
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