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A message from the Chief Executive
I’m delighted to introduce Citizens Advice LeicesterShire’s Impact Report for 2020 - 21. I want to pay tribute to 
the hard work and dedication of our teams, and particular thanks to our volunteers who gave up their time to 
support their communities through an immensely challenging year. The value which our clients place on this 
support is illustrated on page 6.

Citizens Advice LeicesterShire was formed in 2012 following the merger of a number of smaller local offices. 
Since then we have developed a network of local and specialist services, which this year supported over 25,000 
local people to cope with the impacts of the pandemic and other issues affecting their lives.

Our local generalist services are a gateway to support with a wide range of issues, including benefits, debt, housing, employment, 
immigration and many more. We also deliver a number of specialist services, including debt support, benefits advice for those affected by 
cancer, Pension wise and Help to Claim, which helped a record number of new Universal Credit claimants during lockdown. More detail on 
the achievements of our services can be found from page 17.

Like so many organisations, we faced very real challenges throughout 2020 - 21, not least the monumental task of moving a 130 strong 
team of staff and volunteers to delivering advice from home. However, we were extremely fortunate in the support we received from so 
many local funders, who enabled us to adapt to the new reality. We thank these organisations in full on page 28.

Finally, towards the end of the year we introduced a new access channel - advice by video call. Despite significant adversity, we continued 
to develop our services for the benefit of the people of Leicester and Leicestershire. We will strive to continue to do this for many more 
years to come.

Richard Evans, Chief Executive
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We are Citizens Advice LeicesterShire 
Every year, thousands of local 
people come to us for 
information, advice and support 
to help them solve their 
problems. 
In 2020 -21 we provided free, 
independent, confidential and impartial 
advice for the people of Leicester City, 
Blaby, Harborough, Hinckley & 
Bosworth, Melton, North West 
Leicestershire and Oadby & Wigston.
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Our Impact in 2020 - 21

26,870
clients helped

£12,858,031
increased income for clients 

59,205
issues dealt with

489,854
visits to online advice*

8,255 
emails and webchat

29,087
telephone calls 

In 2020 - 21 we supported our communities to cope with the impacts of Covid-19. 
Our support was delivered entirely by telephone and digital channels.

*Visits to online advice at www.citizensadvice.org.uk by residents of Leicester, Blaby, Harborough, Hinckley & Bosworth, Melton, North West Leicestershire and Oadby & Wigston 5

http://www.citizensadvice.org.uk


A valued service
We are a trusted organisation in the community. Our clients know they can rely 
on us to provide an excellent service.

100% 
of clients said that they 
would use Citizens 
Advice LeicesterShire 
again

93% 
of clients were happy 
with the overall service 
they received

Results of Citizens Advice LeicesterShire Client Survey, December 2020

95% 
of clients were happy with 
the advice they received 
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“I’m so grateful for the help and 
advice given to me, I don’t know 
what I would have done without it. 
Thank you. ”

- Client advised by Coalville office

7



Local Issues
Residents of Leicester and 
Leicestershire contacted us 
for support with a wide 
range of issues in 2020 - 21.

The most common issues 
which our clients sought help 
for were:

1. Welfare benefits - 40.5%

2. Debt - 9.7%

3. Employment - 9%

4. Housing - 8%
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Supporting Local People
ADVICE AREA Benefits Employment Housing Debt

Example 
enquiry

“I need help to 
claim Universal 
Credit”

“I’ve been made 
redundant”

“I have a problem 
with my landlord”

“I’m behind with 
my bills”

Number of local 
people seeking 
advice in 2020 - 
21

9,701 1,911 1,737 1,677

Change from 
2019 - 20

-7.8% +77.8% +6.6% -30.6%
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Our Clients 
We serve diverse communities 
across the City and County.

In 2020 - 21, our client group 
was overall:

● 55% female

● 42% are disabled or have a  
long-term health 
condition

● 27% were from a Black, 
Asian, Mixed or Other 
Ethnic heritage
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Case study: Kelly
Kelly was very anxious when she came to Citizens Advice 
LeicesterShire. She suffered with mental health issues and was 
struggling financially, unable to provide for her 4 children. 

Kelly’s son contracted Covid-19 and and as a result the entire family had to 
isolate which only Kelly’s exacerbated mental health issues. Kelly didn’t 
know what she was entitled to and if she was eligible for any financial 
assistance. 

When she came to us, we assessed her and determined that she was 
eligible for a Covid Winter Grant which we successfully applied for on her 
behalf. As a result of this, Kelly was awarded financial assistance to help pay 
for food, toiletries, household bills, clothing and an electric cooker. 

During the pandemic, we helped many clients just like Kelly and have been 
a lifeline to them and their families. 
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In 2020 - 21, for every £1 invested in our service we generated*:

Our value to society 

£3.05 in savings to 
government and 
local services 

(fiscal benefit)

By helping stop problems 
occurring or escalating, 
we reduce pressure on 
public services like 
health, housing and 
out-of-work benefits

£18.57 in value to 
people we help

(financial outcomes 
following advice)

As part of our advice 
we can increase 
people’s income, 
through debts written 
off and taking up 
benefits

£26.91 in wider 
economic and social 
benefits

(public value)

Solving problems 
improves lives and this 
means better wellbeing, 
participation and 
productivity of the 
people we help

*We use an established model to calculate the financial value of our advice and the positive outcomes it contributes for individuals 
and to society: https://www.citizensadvice.org.uk/about-us/about-us1/impact-of-citizens-advice-service/all-our-impact/ 
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https://www.citizensadvice.org.uk/about-us/about-us1/impact-of-citizens-advice-service/all-our-impact/


Spotlight on Homelessness

We achieved this by maximising our 
clients’ incomes, putting more money in 
their pockets and preventing the need 
for more costly intervention.

Not only does this help reduce financial 
difficulty and improve health and 
well-being for clients, it also promotes 
inclusion and benefits the local 
economy.

In 2020,21, our savings to the public purse included 
£45,546 saved by local government through reducing homelessness.
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Volunteers 

17 Gateway Assessors were the first contact for clients

33 Generalist Advisers provided full advice by telephone 

4 Advice Supervisors supported to provide correct advice

3 Administrators provided administrative support 

21 Trainees joined the service 

17% of our volunteers have a disability. 

22% are from a Black, Asian, Mixed or Other Ethnic heritage. 

45% are aged over 65.

Our volunteers come from all walks of life. They give up their time every week to 
help their communities in a range of advice roles.

Over 35,000
hours of advice delivered by 
volunteers in 2020 - 21

79
volunteers
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“I find advice work so motivating, 
as I get to see how issues affect 
people and see what can be done 
to resolve them. ”

- Advice Session Worker
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Research & Campaigns

Contribution to national policy-making

In 2020 - 21, we used our local evidence to 
submit responses to two national 
government consultations: 

Universal Credit and the 5 week wait 
examined the impact of the waiting period 
for new claimants.

The DWP response to the coronavirus 
outbreak helped shape the packages of 
government support during the pandemic.

Project Fairpay

Leicester was subject to the UK’s first 
local lockdown, following an outbreak of 
Covid-19 at a local garment factory which 
was attributed to unsafe working 
practices. 

We partnered with Hope4Justice to 
deliver training for advice workers to 
ensure they can spot the signs of modern 
slavery and human trafficking.
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As well as providing advice to help people to solve their problems, we also aim to 
improve the policies and practices that unfairly affect people’s lives.



Our Services 
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IMPACT OF COVID-19

During the pandemic, Citizens Advice 
LeicesterShire moved swiftly to delivering advice 
and support by telephone and email. This meant 
that we were able to continue providing a seamless 
service, despite the disruption of lockdown.

Some of our outcomes figures for 2020 - 21 are 
lower than previous years, especially in the area of 
debt. This is due to temporary protections put into 
place to mitigate some of the pandemic’s impacts, 
such as furlough, mortgage and debt repayment 
holidays and the ban on evictions.

                            



City Service: LEICESTER

14,213
clients helped

£4,607,811
income gained 

17,319
issues dealt with

127,070
visits to online advice*,

16
volunteers

Welfare benefits
Housing
Debt
top issues

City Adviceline: 0808 278 7970 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/email-advice 

*Visits to online advice at www.citizensadvice.org.uk by residents of Leicester. 18

http://www.citizensadviceleicestershire.org/get-advice/email-advice
http://www.citizensadvice.org.uk


County Service: BLABY

2,248
clients helped

£1,281,549
income gained 

6,201
issues dealt with

58,902
visits to online advice*

4
volunteers

Welfare benefits
Consumer
Housing
top issues

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/blaby 

19*Visits to online advice at www.citizensadvice.org.uk by residents of Blaby.

http://www.citizensadviceleicestershire.org/get-advice/blaby
http://www.citizensadvice.org.uk


County Service: HARBOROUGH

2,200
clients helped

£1,328,670
increased income for clients 

5,844
issues dealt with

53,173
visits to online advice*

10
volunteers

Welfare benefits, 
Employment
Housing
top issues

*Visits to online advice at www.citizensadvice.org.uk by residents of Harborough 20

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/harborough   

http://www.citizensadvice.org.uk
http://www.citizensadviceleicestershire.org/get-advice/harborough


County Service: HINCKLEY & BOSWORTH

2,698
clients helped

£1,558,432
income gained 

7,491
issues dealt with

66,831
visits to online advice*

7
volunteers

Welfare benefits
Debt
Employment
top issues

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/hinckley-bosworth  

*Visits to online advice at www.citizensadvice.org.uk by residents of Hinckley & Bosworth. 21

http://www.citizensadviceleicestershire.org/get-advice/hinckley-bosworth
http://www.citizensadvice.org.uk


County Service: MELTON

1,079
clients helped

£535,595
income gained 

2,776
issues dealt with

31,821
visits to online advice*

11
volunteers

Welfare benefits
Employment
Family
top issues

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/melton  

22*Visits to online advice at www.citizensadvice.org.uk by residents of Melton.

http://www.citizensadviceleicestershire.org/get-advice/melton
http://www.citizensadvice.org.uk


County Service: NORTH WEST LEICESTERSHIRE

2,573
clients helped

£1,305,730
income gained

7,106
issues dealt with

58,537
visits to online advice*

7
volunteers

Welfare benefits, 
Employment
Housing
top issues

*Visits to online advice at www.citizensadvice.org.uk by residents of North West Leicestershire 23

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/north-west-leicestershire    

http://www.citizensadvice.org.uk
http://www.citizensadviceleicestershire.org/get-advice/north-west-leicestershire


County Service: OADBY & WIGSTON

1,167
clients helped

£653,462
income gained 

3,105
issues dealt with

35,719
visits to online advice*

3
volunteers

Welfare benefits
Employment
Housing
top issues

County Adviceline: 0808 278 7854 (freephone from landlines and mobiles)
Email advice at www.citizensadviceleicestershire.org/get-advice/oadby-wigston   

*Visits to online advice at www.citizensadvice.org.uk by residents of Oadby & Wigston 24

http://www.citizensadviceleicestershire.org/get-advice/oadby-wigston
http://www.citizensadvice.org.uk


Specialist Services
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Money Advice Service

Contact Number: 0116 464 7239

We deliver specialist support for 
Leicestershire residents to deal with debt, 
whether a single debt or multiple complex 
debts. This includes:

● Understanding the options available

● Processes such as bankruptcy and 
Debt Relief Orders

● Negotiation with creditors

Pension Wise

Contact Number: 0800 1383944

Pension Wise is a free and impartial 
government service about how the 
over-50s can take money from their 
pension. Guidance includes:

● Information about pensions

● Tax implications

● Options available



Specialist Welfare Benefits Support
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Macmillan Welfare Benefits Service

Contact Number: 0300 456 8400

We support patients and carers to cope 
with the financial strain of a cancer 
diagnosis. Support includes:

● Claims for disability and carers 
benefits

● Support to appeal and challenge 
decisions, including Mandatory 
Reconsiderations and tribunals.

Mesothelioma Welfare Benefits Service

Contact Number: 0800 169 2409

We support people affected by 
mesothelioma to swiftly access the 
support they are entitled to while facing a 
short prognosis. This includes

● Disability benefits

● Statutory lump-sum payments

● Referrals to solicitors to access civil 
compensation



Universal Credit
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Help to Claim

Contact Number: 0800 144 8444

We support new Universal Credit claimants through to the first payment. Support includes:

● Setting up a new account

● Completing the initial claim

● Verification of identity

● Submitting correct evidence

● Understanding implications

Help to Claim supported 37% more people to claim Universal Credit during 2020 - 21. 



Thank You to our Funders
Our work would not be possible without the support of:
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Severn Trent Community Fund
East Midlands Money Advice (EMMA)
Leicestershire and Rutland Community Foundation
Leicestershire County Council
The National Lottery Community Fund
Leicester City Council 
Pension wise
Melton Borough Council 
Macmillan Cancer Support
Oadby & Wigston Borough Council
Blaby District Council
Mesothelioma UK
North West Leicestershire District Council
Harborough District Council
Hinckley & Bosworth Borough Council 
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City Adviceline: 0808 278 7970
County Adviceline: 0808 278 7854
Email Advice: www.citizensadviceleicestershire.org/get-advice
Advice Online: www.citizensadvice.org.uk 

Citizens Advice LeicesterShire, Clarence House, 46 Humberstone Gate, Leicester, LE1 3PJ
General Enquiries: contact@citizensadviceleicestershire.org 
Web: www.citizensadviceleicestershire.org 
Charity No: 1135081
Company No: 07186736

Citizens Advice LeicesterShire is authorised and regulated by the Financial Conduct Authority. FRN: 617648

© Citizens Advice LeicesterShire, September 2021

http://www.citizensadviceleicestershire.org/get-advice
http://www.citizensadvice.org.uk
mailto:contact@citizensadviceleicestershire.org
http://www.citizensadviceleicestershire.org

