
Mental health and 
practical problems
When someone is struggling with their
mental health, practical problems can be
harder to solve.

National Citizens Advice evidence shows:
● Just over 70% of clients have low 

confidence they can resolve their 
problem without an adviser’s help

● 70% of clients with mental health 
problems say they have low 
knowledge of their rights. 

Resolving practical issues can play an
important part in supporting people with
mental health problems to build their
personal resilience and improve patient
outcomes.

We see first-hand how people’s mental health problems interlink with practical 
problems.

Last year 8,714 unique clients  sought help from Citizens Advice East Herts. 
Mental health was their number one health condition, affecting at least 572 of 
our clients (where disclosed). 

On average, Citizens Advice clients experiencing a mental health problem will 
have 5 separate advice problems, from unmanageable debts to employment, 
housing and access to welfare benefits. 

In 2020/21 the top advice issues for clients with mental health problems in East 
Herts were:

● Benefits, including Universal Credit and tax credits
● Employment
● Housing

When someone 
has a mental 
health problem, 
advice can
make a difference



What the research 
tells us

Research shows practical problems are
putting pressure on mental health
Services.

Mental health recovery rates are 
significantly lower for people who have 
problem debt.

Nationally, recovery rates for Integrated 
Access to Psychological therapies (IAPT) 
for people with both depression and 
problem debt is estimated at 22%, less 
than half that of those who have 
depression but no financial difficulties
(55%).

Citizens Advice research shows clients with a mental health problem are:

● Twice as likely to be behind on a household bill
● Twice as likely to need our help with benefits advice
● Almost twice as likely to need advice on council tax arrears
● Three times more likely to be homeless due to repossessions from 

housing associations
● 60% more likely to need advice on accessing jobs.

8 out of 10 mental health practitioners said dealing with a patient’s practical 
issues left them with less clinical time to treat their mental health issues.

The diagram 
illustrates how clients 
with mental health 
problems and 
experiencing a debt 
problem, are also 
likely to experience 
multiple other issues.



A client story from 
East Hertfordshire

During lockdown we switched our 
client interactions from face to face to 
webchat, telephone and email with 
advisers working from home.

Citizens Advice’s national remote 
advising system can route clients to 
our advisers from anywhere in the 
UK.  This case study is about a client 
who lives in East Herts.

A Case Study:

 When John (name changed) contacted us for 
help he was struggling with serious physical 
and mental health issues. 

 He was trying to claim Universal Credit but was 
hindered by his lack of IT skills, equipment and 
uncertainty about his employment status.

 He had got into debt and was worried about 
paying his rent and buying food.  

 We were able to arrange a foodbank delivery 
and, with his permission, contacted the Job 
Centre on his behalf and completed his 
Universal Credit application.

 John was almost overwhelmed when told that 
he would get a food delivery and would be able 
to pay his rent.

Advisers’ notes

This case illustrates 
the difficulty that the 
internet-
disadvantaged have 
in claiming benefits –
a problem  
exacerbated by 
lockdown.

We carried out a 
series of phone calls, 
both in support of the 
client and to third 
parties on behalf of 
the client.

We were able to 
arrange a food bank 
delivery and, finally, 
to complete the 
client’s UC 
application.  This led 
to the award of UC 
and peace of mind. 


