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About Citizens Advice in Hyndburn  

3 in every 4 
clients have their 

problem solved 
 







How people Access our Services 

People access us in different 

ways:  

• 73% face-to-face 

• 26% by telephone 

• 1% by webchat and email 

 

We can deal with most of the 

issues people come to us with, 

tailoring our advice to their 

needs. 

 



This is Charlie 
 

Charlie is an example of one of 

the people we have helped.  

 

Charlie’s story shows how we 

help people solve their 

problems, and why this is 

important.  
 



Charlie's Problem  

Charlie’s universal credit was sanctioned 

as she failed to attend an appointment due 

to depression and anxiety.  This also led to 

rent arrears and she was threatened with 

eviction by her landlord, who kept visiting 

her at home and she became scared of 

him. 

 

The problems she was having make her 

health issues much worse. 



How we helped 

Charlie was supported with a challenge and 

complaint about her UC stopping, as the 

DWP failed to recognise her mental health 

issues and did not make reasonable 

adjustments.  

 

We spoke with her landlord to explain the 

situation and reminded him of the tenant's 

rights. 



Positive Impact 

 
Charlie's UC was reinstated and 

backdated following a complaint to the 

DWP. Her rent was brought up to date 

and she was no longer being harassed 

by the landlord.   We also ensured that 

her agreement with the Job Centre to 

undertake work related activities reflected 

her health needs so that she was not at 

risk of being sanctioned again. 

 

We also referred Charlie for extra support 

with her mental health needs to a local 

charity. 



The difference this makes 

The wider impact of advice - what we 

achieve as a result of solving problems and 

providing support - is just as important. 

 

82% say advice made a  

difference to their lives.  

 

We are one of a network of over 300 local 

Citizens Advice with the ability to collect 

evidence of over 2.7 million people 

across England and Wales. 

Our advice helped stabilise  

Charlie’s financial situation.  
 

Her anxiety reduced, and her  

physical health improved.  

She no longer needed  

additional health services.  
 

The complaint helped to make sure 

that people with mental health 

issues would be treated more fairly in 

the future.  



Why fixing problems matters 

If left unsolved, problems don’t just 

affect the individual -  

they affect this community.  

 

Solving them creates considerable 

value to society. 

 

● 9 in 10 people we help say that 

their problem negatively affected their 

life 

 

● 2 in 3 say they had difficulty knowing 

who to contact or how systems work 

before advice 

 

● 1 in 3 come to us when they needed 

to take action urgently  

 
Outcomes and impact research, 

2017 



Universal Credit – the main issues 

 •17% of UC claimants are still waiting more than 5 weeks to receive their full payment  

 

• People not being paid on time are 23% more likely to get into debt  

 

• Online claiming process is problematic, 25% of the people we help take a week or more 

to complete the claim online  

 

• Complexity of managing online journal can lead to delays in payments, sanction 

and suspensions in payments especially for people who are disadvantaged. 2 out of 5 people 

find that providing evidence of housing costs is difficult  

 

• Advance payments are available but claimants can have difficulty managing their 

finances going forwards  

 

• Additional amounts e.g. for health issues, children, carers, are not always paid on time 

and sometimes missed off altogether  

 

 
Citizens Advice Data from 120,000 people accessing advice see full report  

https://www.citizensadvice.org.uk/Global/CitizensAdvice/campaigns/UC/Making a Universal Credit claim 2018 - final report.pdf


Outcomes 

We help 3 out of 4 clients solve their problem 

 

In 2017/18 we helped clients gain income of over £296,000.  This 

money improves lives, families and is reinvested into the local economy 

 

We also helped people deal with over £2 million in debt and helped 

write of £1.9 million.  Removing the worry and stress of debt can help 

people move on with their lives. 



This is Mike 
The wider value of volunteering 
 

People like Mike give their time, skills and 

experience to enable us to reach as many 

people as we do.  

 

There are also has considerable benefits for 

them too, such as improved employability.  
 

This year our trained volunteers gave up 

over £100,000 worth of volunteering hours 

to help deliver our services.  
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