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This is our seventh annual Research and Campaigns bulletin. It
presents an overview of the work that Advisers and the
Research and Campaigns Team have been doing during the
2019/2020 financial year.
This year we have included the National Citizens Advice
campaigns which we have supported, the vital insights
provided by our Advisers evidence forms and how we share
our evidence.
For the first time we also report on Coronavirus. Despite our
offices closing to drop in clients and appointments on 23 rd
March as part of the national guidance, we have continued to
help clients by email, telephone and webchat.
Whilst the period covered by this Bulletin only reflects the
initial impact on our clients, our statistics for March already
show increasing numbers of clients seeking help with
Universal Credit and employment issues.

Universal Credit

Coronavirus

Our Help to Claim lead was able to support
450 clients to submit and manage their
initial UC application, working closely with
the Jobcentre where needed to ensure that
clients with additional needs were given
the support they needed.
Our Best Practice Lead, working across
Hertfordshire and Bedfordshire, was able
to use case studies of East Herts clients to
raise awareness of where further policy
adjustments were needed.

Key statistics for the month of March show
a 14% increase in client numbers compared
to March last year and 101 client cases were
directly related to coronavirus issues since
9th March. Comparing the first half of March
(up to 14th March) with the second half of
March shows a significant increase in clients
seeking help with Universal Credit and
Employment issues – up 26% and 40%
respectively.

Mental health Project - We launched our mental
health support campaign in December ‘19.
Our campaign theme of “You are not alone” was
based on the results of last year’s waiting room
survey showing almost 1 in 3 of our clients who
came to us for practical advice reported suffering
from mental health issues. Posters in our waiting
rooms suggested clients pick up one of our leaflets
for information on mental health organisations they
can contact by telephone, online or in person.

Profile Raising
We ran a campaign as part of ‘Giving
Tuesday’ in November, a national online
movement which follows Black Friday and Cyber
Monday and is designed to encourage people to
‘give Something back’ to the community. This
helped to raise the profile of our work across
our social media channels and with our
partners. Building on this we continued to invest
in our social media messaging, growing our
Facebook and Twitter audience.
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A client with no access to a computer
and no knowledge of how to use a
computer was informed that they
could only make a claim for council
tax support online. Our adviser
discovered it was possible to
download and print a claim form.
Without this, our client would not
have been able to make a claim for
the benefit to which they were
entitled.

Evidence
Forms:
The story behind the
numbers

A client was made redundant by their
employer who had not taken up the
coronavirus job retention scheme. This
meant they would not receive 80% of
their salary and so needed our help to
understand what benefits they were
entitled to and how to claim, to support
them and their family.
m.

A vulnerable client experienced great
difficulty in accessing Universal Credit.
The client had their UC claim rejected as
they didn't have a bank account and
weren’t offered the Payment Exception
Service by DWP. This meant the client
faced a delay in receiving
much needed funds until our Adviser was
able to help the client with their clai

Scams Awareness Month June 2019
This is an annual campaign to help reduce the
risk and impact of scams by raising awareness
and encouraging people to take action by
recognising, reporting and talking about the
issues. The theme this year was "Could it be a
scam? Stop. Report. Talk." Posters were
displayed in our waiting rooms and postcards
handed out to clients with these key messages
and telephone numbers for Citizens Advice
Consumer Service and Action Fraud.

Using our data for the community

Service Access Survey
Regarding knowledge of our areas of work
Benefits, Debt/Money, and Legal Rights were
well identified - interestingly low responses
were relationship and tax.
Responses suggest our current opening
hours are acceptable, but there was also a
clear desire for a Saturday service.
96% of respondents preferred our in-person
service, however, we also received 72%
responses which would like to access our
service through the internet - via email or
webchat.

On the 28th February, we talked
Sir Oliver Heald MP through the
top issues which local clients
were struggling with, including
benefits and tax credits, debt
and housing.
Sir Oliver noted some of the practical concerns which stem from lack of funding or infrastructure,
including the forthcoming closure of a GP surgery, lack of premises for the local Foodbank, long
waits for Personal Independence Payments / Attendance Allowance decisions, and limited and
expensive public transport. The team thanked him for his recent help with a vulnerable client.
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