
Everything was falling 
apart – Citizens Advice 
East Herts helped me 
back on track.

Our value to society: 
the impact of Citizens 
Advice East Herts in 
2014/15



Our Work



Clients Helped



Key facts about Citizens Advice East Herts 
2014 /15

18,881
advice issues dealt 
with directly

7,338
clients advised 
directly

6
locations where 
we provide free 
and impartial 
advice across East 
Herts

2 in every 3
clients have their 
problem solved

4 in 5
clients said advice 
improved their 
lives, including 
reducing stress 
and improving 
finances

83
volunteers

98%
of our clients say 
they would 
recommend us

90%
reported 
satisfaction with 
the overall service

We are  one of over 
 300 independent 
local charities that 
make up the 
Citizens Advice 
network



We work with some of those most in need

40% 62%

37% 21%

27% 64%

Our clients are less likely to be in 
employment

Our clients are more likely to be 
disabled or have a long term 
health problem

Our clients are less likely to own 
their own homes

Citizens Advice clients Total population

Our clients fit the national profile for age, gender and ethinicity. 
But they do differ from the average in some important ways:

 



We work with some of those most in need

This means inadequate funds to be able 
to eat healthily, maintain adequate 
accommodation and participate in 
society. 

There are often greater risks associated 
with allowing these clients’ problems to 
escalate. 

Enabling these individuals to make 
material differences to their lives helps 
mitigate social inequalities that can lead 
to health inequalities. 

UK low-income threshold:

28%

67%

85%

15%
33%

73%

Local 
Citizens 
Advice 
network

Citizens 
Advice 
Consumer 
Helpline

England
and Wales 
population



Trusted help and support isn’t always readily available. Someone people 
might not have informed or connected friends or family, or be able to 
afford to pay for advice.

Problems have the capacity to affect other aspects of people’s lives, and 
the state should a situation escalate.

Nearly 3 in 4 Citizens Advice clients experienced negative 
impacts as a result of their problems:

1 in 10
struggled to 
keep their job 
or find a job

2 in 3
felt stressed, 
depressed or 
anxious

Nearly 1 in 3 
had less money 
or escalating 
financial 
difficulties

Over 1 in 5 
had to move 
home or 
worried about 
losing it

Nearly 1 in 3 
felt their 
physical health 
had got worse

Nearly 1 in 5 
had difficulties 
in relationships 
with other 
people

Citizens Advice outcomes and impact research, 2014

Everyone experiences problems that need solving. 
Sometimes they can be quickly resolved, other 
times it’s not that simple.



Why is our advice unique?

We provide impartial, 
confidential and non-
judgmental advice to 
everyone on any topic

Our advice services 
can be accessed in 
different ways

We understand the 
complexity of issues that 
affect people’s lives

We understand that 
experiencing a 
problem affects self-
confidence

We provide the right 
level of advice and 
support to resolve 
problems

We help redress 
the power balance



Our key evidence

A sample of 
over 2,700 
clients 
surveyed

This creates a 
microcosm of 
the service

The sample was 
representative of:

Issue
Demographics 
Level of help
Advice Channel

Which we 
can then 
apply to all 
local Citizens 
Advice 

Our impact statistics are from our National Outcomes and 
Impact Research (Citizens Advice, 2014)

This is the most robust evidence to date of the effectiveness 
of our services - and that they really work. 



78% of our clients 
said they would not 
have been able to 
resolve their problem 
without us

Whoever you are...

Citizens Advice outcomes and impact research, 2014

Our key evidence
2 in every 3 clients have their problem solved
Whoever you are, whatever your problem and however you access our 
advice, we’re just as likely to solve your problem.

Whatever your 
problem...

However you 
access our 
advice...

2 in 3 will have 
their problems 
solved

This consistency 
is testament to 
the skill and 
dedication of our 
advisers



Our key evidence

There are often 
systemic barriers 
preventing 
problem resolution

Often problems 
need more time 
to be sorted out.

Only 1 in 7 
clients reported 
that their 
problem was not 
sorted out

It’s not always possible to solve every problem

We followed-up with clients 3-5 months after they received advice - often problems 
need more time to be resolved. 

Only 1 in 7 clients reported that their problem was not sorted.

In these cases, there are often systemic barriers or market failures which prevent the 
problems being solved. Our research and policy work aims to remove these barriers 
and change society

We undertake 
policy research and 
campaign for 
changes to solve 
societal problems.



4 in 5
felt less 
stressed, 
depressed or 
anxious

Nearly 3 in 4 Citizens Advice clients experienced 
negative impacts as a result of their problems:

1 in 10
struggled to 
keep their job 
or find a job

Over 1 in 5 
had to move 
home or 
worried about 
losing it

Nearly 1 in 3 
had less money 
or escalating 
financial 
difficulties

2 in 3
felt stressed, 
depressed or 
anxious

Nearly 1 in 5 
had difficulties 
in relationships 
with other 
people

Nearly 1 in 3 
felt their 
physical health 
had got worse

Nearly 1 in 5 
found it easier 
to do their job 
or find a job

Nearly 1 in 4
had a more 
secure housing 
situation

1 in 2
had more 
money or 
control over 
their finances

1 in 5 
had better 
relationships 
with other 
people

Nearly 1 in 2 
felt their 
physical health 
had improved

4 in 5 Citizens Advice clients said our help also 
improved their life in other ways, such as:

Citizens Advice outcomes and impact research, 2014

The impact of our advice: we change lives



We aim to change policy and practice

Some problems are too difficult to 
solve by advice alone where there is 
a systemic problem with a market, a 
policy or a set of regulations.

By listening closely to the people who 
come to us, using our real-time data 
and gathering insight and 
intelligence from clients and frontline 
advisers, we spot emerging issues 
and policies, practices and 
regulations that are not delivering for 
society.

We campaign around issues affecting 
this local community. We also come 
together to campaign as the Citizens 
Advice network: together we have 
the voice to really change things.



Our local campaigns 2014 / 15:
• Personal Independence Payment (PIP) assessments 

delays

• Employment and Support Allowance (ESA) 
assessment problems (the Government has now 
replaced the ESA contractor for our region)

• Reasons for the need of Foodbank vouchers

• Availability of affordable pre-school childcare in the 
area

• Internet access for clients - a requirement for 
Universal Credit

• Publicising the benefits of oil clubs to reduce the cost 
of heating fuel.

• Publicising ‘Scam Awareness’ month.

• Distributing ‘Keep Warm Stay Well’ packs to relevant 
clients



It’s also about how we 
work that creates value 
for society

Our social value



We create additional social value to society

This is in addition to the impact of 
our principal activities. 

It covers the value of:
• Working with volunteers
• Our role in local communities
• Benefits of being part of a 

national network.

It is what is unique about us and 
what would be lost to society if our 
service and core work were 
removed from this community.



We work with volunteers

Our 84 volunteers are vital to the way 
we deliver our service, enabling us to 
reach many more people than if we 
were purely staff-run. 

It also has tangible benefits for volunteers 
and society, through happier, healthier and 
more productive citizens. 

All volunteers gain at least one practical 
skill (e.g. IT skills, customer service and 
team-work), and we reduce some of the 
barriers to moving back into work for 8 in 
10 of our unemployed volunteers. 31% of 
our volunteers leave for paid employment. 

9 in 10 of our volunteers feel better 
equipped to deal with issues in their lives; 
all our retired volunteers feel it keeps them 
mentally active. 

It also strengthens communities, with 3 in 4 
of our volunteers feeling better equipped 
to be an advocate for their community. 

CAB volunteering: how everyone benefits (2014)



The power of a national network

We come together as the Citizens 
Advice service to do more. 
• We are a household name; 
• We campaign on big issues and 

inform national policy; 
• We share learning about what 

works and how to maximise 
resources across the network.  

We have national quality standards 
underpinned by: 

• Tailored learning programmes 
• Single information system
• Case recording system

We have independent quality 
assurance of national standards, 
passported to:

• Advice Quality Standard
• Money Advice service debt 

advice quality framework

This ensures that our clients 
receive quality advice and support. 



How can we monetise our impact?



 Keeping people in employment or helping them back to 
work

 Preventing housing evictions and statutory homelessness
 Reducing demand for mental health and GP services
 Improving mental well-being
 Improved family relationships
 We’ve also seperately considered the value of benefits to 

individuals with our robust management information

To find out more about how we’ve modelled our financial value, see our full technical annex: 
Modelling the value of the Citizens Advice service in 2014/15

It is impossible to put a value on everything we do
However, we have identified 5 arguments  where 
we have the evidence to estimate the value of some 
of our work

Using these arguments 
and a model approved by 
HM Treasury, we can put a 
credible financial value 
on what we do.

How can we monetise our impact?



Calculating local value: how it works

To find out more about how we’ve modelled our financial value, see our full technical annex: 
Modelling the value of the Citizens Advice service in 2014/15

Affected population 
Number of people at risk of the 
associated problem

Deadweight 
What would have happened anyway. 
we use 50%. 78% of clients say they 
could not have solved their problems 
without advice, so this is a very 
conservative figure

Impact
% of people who have this problem 
solved. Taken from Citizens Advice 
Impact and Outcomes Research 2014

Optimism bias
Accounting for best 
practice, timeliness and independence
of research. Varies depending on the 
arguments but we generally use 15%

X

Apply the Unit Cost Data 
from the Treasury 
approved model:

e.g. £830 fiscal cost of 
NHS provision for adults 
suffering from stress and 
anxiety

Allocate the cost benefits 
made to the relevant 
government departments 
or bodies



We benefit everyone: 
Our value is shared across society
Our value to society in 2014/15
For every £1 invested in Citizens Advice East Herts we generate at least: 

in fiscal benefits
Saving to government 
Reduction in health 
service demand, local 
authority homelessness 
services and out-of-
work benefits for clients 
and volunteers.
Total: £1,219,442

in public value
Wider economic and 
social benefits
Improvements in 
participation and 
productivity for clients 
and volunteers. 
Total: £6,648,726

in benefits to 
individuals
Value to our clients 
Income gained through 
benefits, debts written 
off and consumer 
problems resolved.
Total: £8,150,913

£2.57

£14.03
£17.20

To find out more about how we’ve modelled our financial value, see our full technical annex: 
Modelling the value of the Citizens Advice service in 2014/15



Our value is likely to be greater...

The value of our education work, in 
building financial capability, and 
informing energy consumer decisions.

The way we are an embedded part of 
this local community – with the 
flexibility to adapt to its needs. 

The benefits we gain from being part of 
the Citizens Advice service network. 

Our research and campaigns work that 
adds value for individuals who are not 
directly in touch with our service. 

We know our value 
is greater, but 

we’re conservative 
in our estimate of 
our value, sticking 
to what we know 

and can firmly 
evidence 



Presented by: Citizens Advice East Herts
Date: February 2016
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