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A message from the Chief Executive
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I am proud to present this year’s Impact Report for Citizens Advice Leicestershire. These figures represent the passion and hard work of our 
fantastic staff and volunteers during another challenging year.

Our services have evolved over the past two years as we strive to meet the needs of our clients and communities. Significant support is now 
delivered online and over the telephone, ensuring an accessible service regardless of where our clients live in the City or County. We are 
delighted to be slowly returning to branches and outreach sites to ensure access to advice for clients who need face-to-face support.

During 2021/22, Citizens Advice LeicesterShire supported 26,725 clients as the UK moved from Covid-19 to a cost of living crisis, with 
significant rises in inflation, food and energy bills. We worked with our local authority partners to administer the Government’s Household 
Support Fund, helping 724 clients to access this vital support during the year.

To help address these issues, in June 2021 we introduced a new service, Money Max, which supports clients to address a range of money 
issues. During the first six month of delivery, 67% of clients reported a mental health condition that affected their ability to manage their 
finances, which indicates the complex relationship between debt and mental health.

Citizens Advice LeicesterShire continues to work to address socio-economic issues that impact on clients’ mental and physical health. This 
includes a new partnership with the East Midlands Sickle Cell and Thalassaemia Network (EMSTN), launching in 2022/23.

Access to excellent advice is more vital than ever before, as we can help not only to address clients’ financial issues, but also improve the 
health and wellbeing of communities.

Richard Evans, Chief Executive



  We are Citizens Advice LeicesterShire 

Whoever you are, whatever 
the issue, we are here to help.

Every year, we offer free, 
confidential advice to thousands of 
clients across Leicester and 
Leicestershire to help them 
overcome their problems. 

We advise on a range of issues 
including benefits, debt, housing and 
employment and also campaign on 
issues to affect real change. 
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Our Impact in 2021 - 22

26,725
clients helped

£9,488,297
increased income for 
clients 

55,693
issues dealt with

392,269
visits to online advice*

12,268
emails and webchat

35,529
telephone calls 

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

http://www.citizensadvice.org.uk


Local Issues

Residents of Leicester and 
Leicestershire contacted us for 
support with a wide range of issues 
in 2021 - 22.

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

1. Welfare benefits - 43.6% 

2. Debt - 13.9%

3. Housing- 9%

4. Relationships/ Family- 5.5%
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Our Clients 

We serve diverse communities 
across the City and County.

In 2020 - 21, our client group was 
overall:

● 59% female

● 56% are disabled or have a  
long-term health condition

● 29% were from a Black, Asian, 
Mixed or Other Ethnic heritage
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“I had a problem with my electricity 
supplier. Citizens Advice LeicesterShire 
took on my case and got me a result 
within a few days. They provide an 
excellent service ”
-Client advised at Leicester office
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In 2021 - 22, for every £1 invested in our service we generated*:

Our value to society 

£3.35 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

£18.58 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

£27.47 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/


Volunteers 

20 Gateway Assessors were the first contact for clients

22 Generalist Advisers provided full advice by telephone 

2 Advice Supervisors supported to provide correct advice

4 R&C volunteers assisted with social policy work

13 Trainees joined the service 

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 27,000 
hours of advice delivered by 
volunteers in 2021-22

61 volunteers
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Case study: Leela
Leela came to Citizens Advice LeicesterShire desperately 
needing advice as a single parent of three children. Due 
to being digitally excluded, Leela was unable to check 
her Universal Credit journal and therefore stopped 
receiving the vital payments she needed. 

Our advisers discussed the options available to Leela and 
submitted a Household Support Fund application that 
provided food, fuel and clothing vouchers to Leela. Our 
advisers also submitted a mandatory reconsideration 
application to the DWP to have Leela’s UC payments 
reinstated. We are proud to help clients like Leela out of 
financial hardship and worry and into brighter, happier lives. 
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Research & Campaigns 
Alongside providing advice, we also aim to improve the policies and practices that unfairly affect 
people’s lives. 
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Keep the Lifeline

In September 2021, we joined the national 
Citizens Advice network and other charities 
calling on the Government to keep the £20 a 
week uplift to Universal Credit introduced 
during the pandemic. 

We spoke to the media and sent briefings to 
local MPs detailing the impact for clients and 
communities. While this campaign did not have 
the desired outcome, the Government did 
introduce the Household Support Fund to 
support people on low incomes.

Action on Gambling Harm

During winter 2021/22, we participated in a 
national pilot that aimed to address gambling 
harm which affects millions across the UK. 

We asked clients who came to us with a debt, 
housing or relationship issue if they were 
worried about their own or someone else’s 
gambling. 

The findings from the pilot informed a national 
approach to supporting those who may be 
affected by gambling.



13

“Supporting clients, providing 
them with information and 
encouragement to help them resolve 
their problems themselves, makes 
volunteering with Citizens Advice 
LeicesterShire really rewarding. 

- Volunteer at Citizens Advice LeicesterShire



Spotlight on Cost of Living 
During the winter of 2021-2022, we supported 724 clients who were struggling 
with the rising cost of living to access the Household Support Fund.

● 67% were already struggling to afford essentials before price rises

● 23% found themselves struggling for the first time

● 61% needed help with the cost of energy

● 61% needed help with the cost of food

● 47% needed help with the cost of both energy and food

● 35% had pre-existing debts
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Our Services 
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City Service: LEICESTER

16,900
clients helped

£3,704,602
income gained 

25,985
issues dealt with

121,719
visits to online advice*

12
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. 16

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


County Service: BLABY

2,018
clients helped

£1,398,044
income gained 

5,927
issues dealt with

59,403
visits to online advice*

2
volunteers

Welfare benefits,  Housing, 
Financial services & Capability 
top issues

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

17*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

2,100
clients helped

£1,088,274
increased income for clients 

5,916
issues dealt with

53,624
visits to online advice*

6
volunteers

Benefits, Housing, 
Relationships & Family 
top issues

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

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

2,494
clients helped

£1,403,974
income gained 

7,987
issues dealt with

67,399
visits to online advice*

6
volunteers

Welfare benefits,  debt, 
relationships & family
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. 19

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


County Service: NORTH WEST LEICESTERSHIRE

2,263
clients helped

£1,383,323
income gained

7,129
issues dealt with

58,034
visits to online advice*

3
volunteers

Welfare benefits, debt, 
relationships and family 
top issues

*Visits to online advice at www.citizensadvice.org.uk by residents of North West Leicestershire 20

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: MELTON

950
clients helped

£510,080
income gained 

2,749
issues dealt with

32,090
visits to online advice*

6
volunteers

Welfare benefits, housing 
and employment 
top issues

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

21*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
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Case study: Mary
Mary came to us in a vulnerable state having separated from her husband 
but due to financial issues, was still living with him. She was unable to live 
freely in her home as she was being intimidated by her ex husband but 
was unsure of her rights. 

The adviser Mary saw referred her both to a solicitor and United Against 
Violence ( UAVA) and explained she could have an occupation order put in place 
and explained the process involved. Mary was empowered to submit these 
forms. 

We saw an escalating situation of domestic abuse had left Mary unable to make
decisions that would change her circumstances and provided the necessary 
advice and support to help. 
 



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

Money Max

Contact Number: 0116 497 6212

We help residents in Leicestershire with:

● Money planning and budgeting

● Checking entitlements to benefits

● Housing or energy issues

● One-to-one support through the debt 

process if you are struggling or have 

additional needs
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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

Pensionwise 
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



Thank You to our Funders
Our work would not be possible without the support of:
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East Midlands Money Advice (EMMA)
Leicestershire County Council
Leicester City Council 
Pension wise
Hinckley & Bosworth Borough Council
Arnold Clark Community Fund 
Citizens Advice 
Harborough District Council

Melton Borough Council 
Macmillan Cancer Support
Oadby & Wigston Borough Council
Blaby District Council
Mesothelioma UK
North West Leicestershire District 
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, June 2022

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

