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What we do
Citizens Advice East Herts is a local, independent charity. We support  
people with free, confidential and independent advice and campaign on the  
big issues affecting people’s lives. Last year we helped nearly 9,000 people. 

We are part of the Citizens Advice network across England and Wales. Our vision is that everyone 
is able to access free advice to find a way forward. We aim to empower people to help themselves 
and tailor our support to meet people’s needs. 

The majority of our service is delivered by volunteers who give advice by phone, email, online and 
in person. We also run specialist projects and casework support where funded by partners.
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When you are lonely 
and don’t know which way 
to turn, it is good to know 

there is help out there. 

Thank you.

I would have 
been totally lost 

without this 
service.

Professional, 
impartial advice 
which helped me 

move forward with 
a difficult 
decision.
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A message from our 
Chair of Trustees
This has been a year unlike any other. On 23rd 
March 2020 the country went into lockdown and 
by the start of this reporting year we had moved to 
providing our free and confidential advice service  
remotely, expanding our access options to make it as 
easy as possible for people to contact us. 

The pandemic has caused huge upheaval and change 
for all of us but if you’re young, BAME, in insecure 
work or private rented housing, you’re far more  
likely to have suffered financially due to the crisis.  
This is reflected in the large increase in demand for  
our service. Despite Government measures to limit 
the most severe financial impacts of the pandemic, 
nearly 2 in 5 households lost income.  As a result, 
we have seen a surge in demand for our help and  
supported over a third more people in 2020/21 
than in 2019/20. 

Our volunteers and small staff team have worked incredibly hard to meet this growth 
in demand, and we have been fortunate in being able to recruit new members of the team 
to boost our capacity. We have helped people of all walks of life, many of whom have  
never needed our help before, with issues including redundancy, furlough, benefit 
claims and food vouchers. We have supported clients to access government services that 
they would otherwise have struggled to connect with, bringing peace of mind to many  
vulnerable people.  

Partnership working has been a crucial part of our response to the pandemic and we 
have led the way in introducing a new online referral tool, ‘East Herts Frontline’, to  
ensure people get the help they need as quickly and easily as possible. This will be an  
important part of our support package going forward. 

Whilst lockdown restrictions are beginning to lift, for many people their problems are only 
just beginning. As we look to the year ahead, we expect to see demand for our service  
continue to grow, with clients needing more specialist support on debt, employment,  
benefits and housing. We are committed to providing independent and trusted  
advice to help people find a way forward and will be working harder than ever to  
fundraise so that we can make this happen.  

As always, we are most grateful to our team of staff and volunteers, our partners and 
our funders – we couldn’t do it without you!

Tony Murphy

https://www.easthertsfrontline.org.uk/
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Impact

Free advice 
for 

everyone – 
on everything

Advocacy
Research & 
Campaigns 

88 
volunteers

1/4 
East Herts 

clients from 
most deprived 

wards

Face-to-face 
advice

Advice 
by phone

Advice 
by video

Advice 
by email, 

webchat & 
messenger

Casework

8,714 
people helped 

(one third more 
than previous 

year)

17,026 
issues dealt 

with (up 19% 
on previous 

year)

4 in 5 
said our 
advice 

improved 
their lives

90% 
would 

recommend 
our service

£37.84 
public value 
return for 
every £1 
invested 
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Did you know...
Our financial value to society is £19,462,352 in public value and £8,416,639 in value 
to the people we help (financial outcomes).

In the last year we issued over 180 food bank vouchers.

Our volunteers give around 23,000 hours of their time per year.

A guide to our services and how we’ve 
adapted in response to the pandemic
Our general advice service is open to anyone. We offer free, confidential and non- 
judgemental advice and information on all issues including benefits, debt, housing, employment  
and relationships. Our advice is delivered by a mix of dedicated staff and highly trained volunteers 
and all our advice sessions are overseen by an experienced supervisor who is on hand to offer 
support. We hold the Advice Quality Standard mark and are authorised by the Financial Conduct 
Authority to provide debt advice.

Pre-pandemic, our advisers delivered the majority of our service in person across five locations, 
supported by a paid supervisor. In response to the pandemic we switched to a home working 
service and are now supporting via phone, video, email, online and in person where needed. This 
new way of working has proved very successful and we have been able to help even more people.  

People need different types and levels of support depending on their circumstances and 
many of our clients require more than one appointment. Some clients can be seen under our  
separately funded projects, either because they fit within the criteria for the project (geography,  
health issues, etc.) or because their case needs more in-depth support. 

We’ve seen a big channel shift as a result of the pandemic but as lockdown restrictions lift we look 
forward to being able to increase our community presence and offer face to face appointments in 
various locations across the community, as well as home visits where needed. 

These short films show the range of our work.

Jennifer was shielding due to health issues. One of our advisers called her to check if she 
needed any support. The conversation highlighted that she was eligible for Attendance  
Allowance and Severe Disability Premium. The adviser helped her fill in the necessary form 
over the phone and she’s now receiving an extra £156 each week to help her pay for the  
support she needs in the home.  

Client case study: Jennifer*

*name changed

https://www.youtube.com/channel/UC9bPYL1K17WO08bTLph_6kQ
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Key figures 
(2020-2021)
We helped:

over 4,000 clients by telephone

over 2,500 by webchat

and over 2,500 by email*

The top issues we helped people with were:

Benefits and tax credits 32%, of which  

Universal Credit was 14%

Employment 15%

Housing 14%

Debt 8%

1 in 6 clients  
contacted us with an  
employment query.

We saw a 60% increase 
in clients seeking advice 

about redundancy 

Over 1/3 of the clients that we helped about  
benefits needed support claiming Universal Credit 

151% increase in East Herts households claiming 
Universal Credit from March 2020 to February 2021

Nearly 1 in 2 clients seeking our advice 
on housing benefit had a long term health 
condition or disability 

Client  
Feedback

Over 8 in 10 people say 
our advice helped them find 

a way forward 

*some clients helped more than once
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Projects & partnerships
This year we have been able to run a number of projects, thanks to the support and funding of 
partners.

COVID-19 remote working: To help us provide equipment to enable volunteers to give  
advice from home. Funded by Abel of Hertford; Aviva Community Fund; Buntingford Town  
Council; The Clothworkers’ Foundation; Dept for Business, Enterprise and Industrial Strategy  
(BEIS); Hertford Town Council; Hertford Yarnbombers; Herts Community Foundation; Herts  
County Council;  Hertford and Ware Rotary; Tesco Bags of Help; and Ware Town Council

Projects list

Crisis intervention: To help us provide advice to residents facing immediate  
issues or who are in crisis. Funded by Herts County Council

Adviser recruitment: To recruit, train and develop volunteer advisers to provide 
accessible advice in East Herts. Funded by the Postcode Community Trust

COVID-19 advice: To provide advice on COVID related issues 
such as employment, benefits, debt and housing. Funded by  
Defra in partnership with Herts County Council

Debt advice: To provide advice for people  
struggling with debt. Funded by The National  
Lottery, Herts Community Foundation and Defra

Disability benefits: To provide disability benefits advice. Funded 
by The Rowlinson Foundation in partnership with Herts Community 
Foundation and Citizens Advice St Albans and District

Debt training: To train a debt adviser to deliver debt advice. 
Funded by the Money & Pensions Service in partnership with  
national Citizens Advice
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Projects list

Sophie’s sickness and disability benefits had been cut, leaving her unable to pay rent and 
council tax. Facing eviction, we helped her to get her benefits reinstated and to claim for  
Universal Credit. Sophie is now £17,000 better off and in a secure home. 

Client case study: Sophie*

*name changed

Homelessness prevention: To provide money and debt advice to help people stay in 
their homes and avoid homelessness. Funded by East Herts Council Housing Options

Ware outreach: To provide advice and information to residents of 
Ware, Wareside and Thundridge. Funded by The Ware Charities

Mental health: To provide money and debt advice for people who have mental ill 
health. Funded by the Henry Smith Charity

Training assistant: To coordinate volunteer adviser recruitment and training. 
Funded by The National Lottery Awards for All

Phone and web advice: To provide national webchat, email and  
telephone advice. Funded by BEIS in partnership with national Citizens 
Advice

Scams awareness: To provide scams information, talks and advice. 
Funded by Hertfordshire Police and Crime Commissioner

Universal Credit Best Practice Lead: To research Universal Credit best 
practice and policy gaps for Hertfordshire and Bedfordshire. Funded by 
DWP in partnership with national Citizens Advice

Universal Credit Help to Claim: To help clients make their first Universal 
Credit application. Funded by DWP in partnership with national Citizens 
Advice
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Research & campaigns
Whilst our advice helps people find a way forward, it is our research and campaigns work that 
helps to address the underlying cause of problems. No one else sees so many people with so 
many different kinds of issues, and this gives us a unique insight into the challenges that people 
face. We use evidence gathered to highlight new and emerging trends and share this evidence at 
a local, regional and national level to help drive change.

COVID-19 pandemic 

We could not have foreseen the impact COVID-19 would have globally and in our local community 
so it is not surprising that this year the impact of coronavirus on our clients has been the main  
focus of our Research & Campaigns activity. Over the past 12 months we have carried out  
research on the impact of the pandemic on personal debt and mental health, the digital divide, 
domestic abuse, food insecurity and young people. We have produced monthly data trends  
reports which we have shared with key partners to help communicate the impact of the pandemic 
locally. 

Access to our Service – May-July 2020

We carried out two online surveys, pre and post lockdown, to assess people’s awareness of our 
service and how they would prefer to access it. We used the findings from this research to help us 
plan our remote service provision.

Scams Awareness – June 2020 

This year’s national Citizens 
Advice campaign focused 
on raising awareness of  
COVID-19 related scams. 
We ran training sessions for  
advisers, circulated scams 
advice to over 20,000  
people and produced ‘bite  
size’ audio and video advice 
which was shared via local 
radio. 

We have run a number of local and national campaigns, including: 

Keep the Lifeline – January 2021

We supported the national campaign to keep the Universal Credit uplift with letters to our  
local MPs, press releases in local newspapers and a social media campaign. (The Chancellor  
confirmed a 6 month extension in the March 2021 budget following a dedicated campaign by  
Citizens Advice and other charities).

For more information on our research and campaigns work please see our website. 

https://citizensadviceeastherts.org.uk/campaigns/


East Herts Council Core 
Grant
28.5%

Other grants for Core 
Advice

13%

Project Funding
53%

Donations and gifts in kind
5%

Interest and other income
0.5%

Income 2020 /21

Staff costs
72%

Property
7%

Recruitment / Training / 
Travel

2%

IT services & equipment
10%

Communication 
7%

Legal / Professional
2%

Expenditure 2020 /21
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Financial performance
Income

In the year ended 31st March 2021, 
Citizens Advice East Herts received a 
total income of £499,699 (2019/20: 
£392,186) from grants, project  
funding, donations, fundraising and 
investment income.

Citizens Advice East Herts received 
£184,957 in grants and donations 
(2019/20: £189,599) including 
£10,830 of professional services free 
of charge during the year (2019/20: 
£12,932) towards supporting core 
advice services. The grant from East 
Herts Council reduced to £142,590 
(2019/20: £151,698) which was 28.5% 
of total income (2019/20: 39%).

£226,933 of our income (just over 45% of total income) was restricted in its use for specific  
projects covering money, benefits, housing, mental health advice, and, more specifically this 
year, Covid related projects (2019/20: £198,250, 50% of total income). Restricted income enables  
valuable additional activity to be undertaken, as well as being vital in contributing to operating 
costs.

Expenditure

Total operating costs for 2020/21 were £442,291 
(2019/20: £375,471) of which £320,566 related to 
staff costs (2019/20: £268,693). The increase in staff 
costs from 2019/20 is principally due to an increase 
in staff recruited for specific projects.

In setting the budget for 2020/21, it was  
anticipated that there would be some utilisation of 
reserves over the year to allow for an increase in 
staffing and adviser training to meet anticipated  
client needs. In the event a very different year 
from the one envisaged was realised following the  
outbreak of Covid 19. Additional costs were able 
to be met with additional sums kindly donated  
following our fundraising effort, and cost  
increases in other areas were set off by cost  

savings realised in the necessary working from home arrangements. The result was an operating 
surplus of around £57k (2019/20 £8,715). This sum is committed to the continuing expansion of  
operations in the ensuing year, and by the year end a sum in excess of £44,000 had been  
designated to projects now currently underway. The remaining surplus ensures sufficient reserves 
are carried into 2020/21, and beyond, with all its uncertainties, for the effective continuation of 
those operations.



Restricted Funds, 
£14,000

General Fund, 
£130,000

Designated Fund, 
£44,000

Reserves
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Data Protection

Our risk sub-committee oversees our data protection compliance. We have adopted the  
recommended Citizens Advice policies and we are compliant with all data protection regulations.

Fundraising

Although our volunteers give their time for free, it still costs approximately 
£225,000 per year to run our core service (premises and running costs, 
staff costs etc). We are fortunate to have a very supportive local authority 
in East Herts Council but many of our costs have to be met through our 
own fundraising efforts. 

As ever, we offer our sincere thanks to all of our grantors and donors for their continuing  
generous support in these challenging times and to community groups who have helped to  
fundraise for us. We also thank our staff and the many volunteers who freely and generously give 
their time to enable us to continue to provide essential services to the local community. 

You have 
helped me more 
than anyone else 

has ever done.  
Thank you.

Taking account of the charity’s reserves at the end of 2020/21 and 
the ongoing strong demand for our services, Trustees have com-
mitted to a deficit budget for 2021/22, largely the result of the  
committed projects mentioned above, enabling the  
continuation, and expansion, of the vital support given to the  
community of East Herts. Given the also aforementioned  
uncertainties which lie ahead, the charity is planning on  
prudent use of reserves whilst maintaining its financial position by  
targeting new income sources, and managing cost levels to ensure 
a balanced budget in the future.

Reserves

Reserves at the end of 31st March 2021 amounted 
to £188K, (31st March 2020: £131,025), including  
general reserves of £130K, restricted funds of £14K 
and designated funds of £44K. The service has a  
reserves policy set out in the Statement of Accounts, 
which is in line with the requirements of Citizens  
Advice and the Charity Commission. The reserves are 
stated after allowing for a share of the Herts County 
Council pension deficit which relates to employees 
who were active members of the pension scheme 
prior to 2008. Legislation demands that this deficit is 
in the process of being crystallised with a view to its 
ultimate settlement, and the possibility of cessation 
liabilities and an effect on future cashflow cannot be 
ignored. Hitherto Citizens Advice East Herts makes 
an annual contribution of £2,500 towards the deficit. 
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Thank you to:

Plus those who gave individually or anonymously 

We have also been very fortunate to receive pro bono support from a number of businesses:

Inner Wheel Club of Ware

Jonathan Hunt

Macs Hart Trust

Much Hadham WI

Postcode Community Trust

Sawbridgeworth Memorial Hall

Sawbridgeworth Town Council

Shepherds of Hertford

Simply Homes

Sir Jules Thorn Charitable Trust

HCF Rowlandson

St Mary’s Catholic School

Stanstead St Margarets Parish Council

Stort Valley Rotary

The Big Lottery Fund

Thorley Parish Council

Uttlesford District Council

Ware Charities

Ware Rotary

Ware to do Business

Ware Town Council

Widford Parish Council

Abel of Hertford

Amwell Rotary

Aviva

Brazier Trust

Broxted Parish Council

Buckland & Chipping Parish Council

Buntingford Town Council

Chantry Community Association

Clothworkers Foundation

Cottered Parish Council

East Herts Council

Elsenham Parish Council

Friends of East Herts Advice Service

Garfield Weston Foundation

Gilfrere Fund

Groundwork – Tesco

Hatfield Heath Parish Council

Henry Smith Foundation

Hertford Rotary

Hertford Town Council

Hertford Yarnbombers

Hertfordshire County Council

Herts Community Foundation



Citizens Advice helps people 
find a way forward.
We provide free, confidential and independent
advice to help people overcome their problems.
We are a voice for our clients and consumers
on the issues that matter to them.

We value diversity, champion equality, and
challenge discrimination and harassment.

We’re here for everyone.

citizensadviceeastherts.org.uk
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