2019/20
“Did not judge, listened. CAB are supporting me
with my debt and housing issues, relieving the
impact on my mental health.”
1. Executive summary – Our project to make to achieve equality for our
beneficiaries, from service delivery to outcome
Citizens Advice Broxtowe and Nottinghamshire Mind have been working to improve
the mental wellbeing of people experiencing indebtedness since 2017 through a
project funded by The Henry Smith Charity. The learning from this work helped the
organisation develop and understanding of the needs of beneficiaries experiencing
poor mental health. An additional pilot project to expand this work was established in
June 2019 thanks to funding from Broxtowe Borough Council and approved by the
authorities Mental Health Task and Finishing Group. We have used the pilot to test
early intervention advice services for vulnerable clients integrated with procured
services from Nottinghamshire Mind. The project is based in Eastwood
Nottinghamshire.
Designed by a panel of beneficiaries and volunteers with lived experience, our Citizens
Panel. They continue to scrutinise the project and make recommendations for
improvement.
We are seeking to achieve better outcomes for beneficiaries in a new way, moving
towards a proactive, early intervention service delivery model and tackling the root
causes of entrenched personal crisis. This represents system change for the Citizens
Advice service. The model is new but simple.
a. Resolve the beneficiary’s immediate crisis.
b. Once identified keep in touch and work with the participant to manage the
practical issues they face’
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c. Provide mentoring.
d. Seek to build confidence and resilience through the availability of
Nottinghamshire Mind support services.
The project, like many others had to adapt to the challenges faced by the COVID-19
pandemic. Both project workers (Nottinghamshire Mind and Citizens Advice) have
imaginatively continued to deliver the objectives of the project during the pandemic by
remote means, keeping in touch with beneficiaries, working through the agreed
Personal Action Plans and delivering workshops and activities remotely. This has
provided us with learning on how to break down barriers to remote advice.
The report below demonstrates that the pilot is reaching the target group of clients
experiencing multiple problems, are repeatedly in crisis and have a degree of
vulnerability, in this case through poor mental health.
Evaluation suggests that beneficiaries of the pilot are self-reporting significant
improvements in their ability to cope with problems, access help when needed, feel
less isolated and more optimistic. We have measured the outcomes against recipients
of the core Citizens Advice service and discovered that the average improvement for
participants in the project is greater in all areas described above. These findings are
based on data collected over a 12 month period. We will continue to monitor and
evaluate but based on the current evidence our report concludes:
“The pilot has moved our most vulnerable beneficiaries from a position of
reduced or no long term outcome to a greater outcome than that of the average
client.”

The core service is that traditionally delivered at our daily drop-in advice sessions. It is
reactive and relies on the client’s decision to attend and ask for help.
The early intervention project differs as clients agree to regular contacts in order to check
if there are any issues they need help with. They are also offered support from Mind.
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The project has gained support from providers of statutory and community services.
More research is required to fully appreciate the depth of impact on for stakeholders.
There is certainly a positive impact on the Citizens Advice service in Eastwood. Based
on the evaluation findings we are confident that this pilot has achieved a model of
working that represents system change for our organisation and its beneficiaries. It
shifts our focus from a reactive outputs based service to an outcomes based, proactive
service. The service model offers significant outcomes for social prescribers.
___________________________________________________________________

2. Background and detailed findings
Citizens Advice Broxtowe and Nottinghamshire Mind have come together to provide
support services to people facing poor mental health in Eastwood and the surrounding
area. There was a recognition of limited services to help people experiencing mental
problems in the North of the Borough. The Broxtowe Borough Council, Mental Health
Task and Finishing Group took the decision to invest in a pilot for 12 months in which
the following services were to be delivered in Eastwood by the partnership with
Nottinghamshire Mind. This project ran alongside and existing project funded by the
Henry Smith Charity that supported people with poor mental health who find
themselves in debt.
 Specialised mental health support.
 Activities aimed at increasing support networks.
 Early intervention and advocacy pilot.
What is the problem we are seeking to address?
A previous evaluation of the Citizens Advice service demonstrated cost effectiveness
and sustainable outcomes for the majority of our clients. They are in a better place to
move forward. However, the vast majority of repeat clients are also the most
vulnerable service users. Due to poor physical or mental health, lack of skills, limited
or no support networks they are not able to sustain the outcomes we achieve for them
and return to the organisation in crisis. Our evaluation and impact report for the core
service demonstrated that around 18% of clients experience a reduced long term
outcomes and the project seeks to achieve equality of outcome for the most vulnerable
proportion of our clients.
3|Page

3. What is being delivered?
The experience and learning gained from working with clients with poor mental health,
partnership working with Nottinghamshire Mind and the work of the Citizens Panel,
made up of volunteers and clients with lived experience, provided us with firm
conclusions about the type of services this vulnerable group require in order to move
their lives forward.
a) Early intervention and advocacy - Pilot
We know from our case studies that this vulnerable group are unlikely to deal
with tasks and problems as they arise, creating a crisis that requires complex
intervention from Citizens Advice or statutory services (often both) at greater
cost to the organisations involved.
This type of crisis can also result in increased stress and anxiety worsening
mental wellbeing. We designed a proactive way of working that identifies
vulnerable clients who return to us (Citizens Advice and the voluntary sector in
Broxtowe) on a cyclical basis. The pilot allocates a key worker who will take
responsibility for regular checks that identify potential crisis in the making.
For example someone who is struggling to budget will get help at an early stage
before debts become serious and out of control or ensuring benefit claims are
maintained in line with statutory requirments. Both these situations can have a
knock on effect on housing security, employment and relationships. Early
intervention is aimed as preventing the ‘domino effect.’
Evidence gathered by Citizens Advice on a national level shows that resolving
wider issues in people’s lives can help their mental health – 4 in 5 people who
access advice on issues affecting their lives, feel less stressed, depressed or
anxious.
Our experience working with this target group helps us understand that they will
struggle to manage in specific areas such as maintaining their housing status,
managing money, sustaining income, especially their benefit claims and
entitlements. Additionally they will struggle with basic life skills and needing
someone to talk with and work through the regular problems they face (limited
positive support networks).
With a little extra resources we have been able to provide a service that
identifies the key areas where a client is struggling and design an advice and
support package that meets their needs, providing sustainability and mental
wellbeing. The additional funding has allowed Citizens Advice to employ an
Early Intervention Advocacy Worker.
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b) Skilled mental health support sessions (Mind)
As part of the pilot Nottinghamshire Mind run support sessions in Eastwood.
Citizens Advice clients and clients of other voluntary sector agencies who are
experiencing poor mental health are referred to mind. They carry out an initial
assessment where their needs are identified and goals and outcomes agreed.
Clients feel supported to understand and manage their emotional and mental
wellbeing.
Basing a Mind Worker in Eastwood has contributed to Wellington Place
becoming a mental health wellbeing hub. The sessions will include one to one
support to enable people to set and meet their goals, increase confidence and
encourage re-engagement. Including sessions to provide support, information
and signposting, in essence a ‘Mini-Mind service’ for Eastwood.
c) Debt and housing specialist casework
When clients are initially referred this is often at the point of crisis. Thanks to
funding from the Henry Smith Charity those with complex and multiple debts
are referred to a dedicated caseworker. Other clients may typically experience
a housing crisis and canbe referred to the housing caseworker funded by
Broxtowe Borough Council.
d) Socialisation and peer support
Isolation is one of the key factors impacting on mental wellbeing. Many of our
clients who experience poor mental health find it difficult to cope, in part
because of the lack of support networks. Eastwood is poorly served for meeting
places where those with poor mental wellbeing can drop in for a chat,
particiapte in activities and make social connections that link in with the support
and advice they need.
These sessions can also act as a stepping stone from specialist Mind support,
described above, to self supporting and peer support through self developed
networks.
4. Evaluation Findings
The pilot commenced on the 3rd June 2019 providing a service for 3 half days
per week.
4.1.

Early intevention

As of 31st May 2020 the Early Intervention Advocacy Worker has supported 46
people, some have now moved on and only receive peer support but the door
is always open. The average number of issues (problems requiring Citizens
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Advice help) per client is 6.93 (319 total), compared to an average of 2 per
client across the whole Citizens Advice Broxtowe service. This figure indicates
that we are reaching the target group who have multiple and complex problems.
15% self reported that they have a disability and a further 48% said they have
a long term health problem. The gender balance is 65% female and 35% male.
The top issues presented are welfare benefits, debts, housing emaployment
and health and community care. Unsurprisingly the top benefits issues relate to
Personal Independence Payment and Employment and Support Allowance, a
benefit paid to people who are unfit for work. However the full picture is one of
a diverse range of multiple problems.
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4.2.

Mind Support

As of June 2020 88 beneficiaries were in regular contact with the
Nottinghamshire Mind Worker through the project and two had disengaged from
the project. We have asked the beneficiaries to self report their mental health
problem. Mental health problems range from clinically diagnosed conditions
such as bi-polar, PTSD, vavascular dementia and ADHD to conditions that are
being supported by their GP including depression, addiction and anxiety. There
are also benificiaries who are receiving no clinical help at all but experience
poor mental health due to bereavement, isolation and feeling generally
depressed.
All have received a one to one meeting and are offered ongoing appointments
with the Mind Worker. Beneficiaries have participated in activities designed to
increase social networks, are theraputic, impove life skills and generally
contribute to improved mental wellbeing. These include a mens group,
exercise, confidence building courses, coffee mornings and craft workshops.
Most of the activities but not all have been delivered by the project worker.
4.3.

Stakeholder Impact

We are interested to find out if the project is having a positive impact on our
stakeholders. These include the local authority, voluntary sector service
organisations and other statutory service providers. The beneficiaries, due to
the multiple problems they face, are also in contact with housing authorities,
DWP, voluntary sector emergency services such as domestic violence projects,
food banks, debt enforcement (council tax inparticular) and Children’s Centres.
We have collected verbal feedback from stakeholders who tell us that the
project is helping them move people on and in October 2020 included questions
about the project in our Partner and Funder Survey. All the respondents
reported that they feel the work has a positive impact on the wellbeing of clients.
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In addition to this we were told:
“These initiatives have helped reduce the impact on other mental health and
wellbeing services and have supported residents to manage other aspects of
their lives more effectively.”
Broxtowe Women’s Project reported that having this service available locally
helped them release resources to help more vulnerable women escaping
domestic violence.
Other stakeholder Quotes:
Nottinghamshire Navigators
‘’We need a service like this as we have clients who need ongoing mental health
support and who also need help with debts, benefits, forms, letter etc, we are
very excited to work Eastwood wellbeing hub’’
Everybody health
‘’This is a great partnership and I am very excited to be working with the hub as
it specialises in mental health’’
4.4.

Impact on the Citizens Advice service

Citizens services in Broxtowe are overstretched with a high demand at the
regular drop-in advice sessions held four times per week. Our specialist
caseworkers inparticular have full caseloads. Clients have been refered to the
pilot from both the drop-in service and reception staff before accessing initial
advice as they have been identified as requiring early intervention support.
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Caseworkers have also referred clients where the specialst casework has been
completed but it is clear that the client will be unable to maintain the outcome
without further support due to their vulnerability.
There is certainly an impression that the availability of a proactive follow-on
worker who can check that outcomes are maintained and further crisis avoided
is having the result of taking pressure from both the core and specialist
services. The additional mental resilience work in assisting with system change,
making the outcomes sustainable.
4.5.

Beneficiary wellbeing and capability outcomes

Output data above is important, but what difference are we making to the lives
of the people in the target group? In order to assess this, we have carried out
a survey that looks at six chosen indicators of wellbeing. We asked
beneficiaries to select, on a sliding scale, if they feel the project has improved,
or worsened their capabilities and wellbeing. The scale range was -5 to +5 as
a measure of negative to positive impact.
So far 25 beneficiaries have completed the survey and all reported positive
outcomes. Results are given for the total net positive gain for all respondents
(maximum positive score would be +125 for the 25 respondents) and the
average score per respondent is also given out of a maximum of +5
Q1. Better able to manage problems themselves
Participants were asked, as a result of participation; “are you better able to
manage the problems you face?”

Better able to manage problems
106

4.24
TOTAL SCORE

AVERAGE SCORE
Q1

Example
Beneficiary was referred from a women’s project; she is a survivor of domestic
abuse. When the beneficiary presented she was distraught, emotional and
worried about her future. Her previous partner had left her with debts and she
was struggling with DWP meetings that were worsening her mental health.
The Project Worker attended DWP meetings reducing the beneficiary’s anxiety
over such events. She mentioned that if the project was not there for support
she would not have dealt with the meetings well. Help was provided with debts
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and obtaining some charity grants intended to get the beneficiary back on her
feet.
Throughout this period the beneficiary received mentoring and attended
support groups provided by Nottinghamshire Mind.
With the support of the Eastwood Wellbeing Hub, the beneficiary is now in a
much better place than at the point of referral, she is volunteering at a charity
and has found employment as an assistant supervisor at a store. She has been
given the skills and tools to help manage her own mental health and problems
when they arise. She knows that if a problem is too difficult to manage herself
she is able to contact the Early Intervention Worker. The beneficiary continues
to attend the Mind sessions.
Q2. Knowing when to ask for help before matters become serious
Participants were asked, as a result of participation: “Do you know when you
need help before things get out of hand?”

Identifying problems
104

4.16
TOTAL SCORE

AVERAGE SCORE
Q2

Example
‘’This is where I feel safe, I know that I can always rely on the Eastwood
Wellbeing Hub, I know that I can come here whenever I feel low and I will leave
feeling loads better.”

Q3. Better able to access help when it is needed
Participants were asked, as a result of participation: “If you need help are you
better able to get help?”

10 | P a g e

Better able to access help
106

4.24
TOTAL SCORE

AVERAGE SCORE
Q3

Example
‘’Monisha (the Early Intervention Worker) has built my confidence up, reduced
my anxiety and stress, she has been very kind and patient with me due to poor
memory, I know I can count on the wellbeing hub for support’’
Q4. Developed new skills and competencies
Participants were asked, as a result of participation: “Have you learnt new
skills?”

New Skills
114

4.56
TOTAL SCORE

AVERAGE SCORE
Q4

Example
‘’I never thought I would ever go back to work because of my anxiety, working
with Christy and Monisha has helped build confidence to the point where I am
going back to work’’
Q5. Feel more supported and less isolated
Participants were asked, as a result of participation; “Do you feel more
supported and less isolated?”
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Less isolated
112

4.666666667
TOTAL SCORE

AVERAGE SCORE
Q5

Example
“Beneficiary with bi-polar reported that she feels better since attending the
Eastwood Wellbeing Hub and has gained more confidence. With help I have
made friends with other participants on the project and as a result this has
reduced my isolation.”
Q6. Feeling more optimistic about the future
Participants were asked, as a result of participation: “Do you feel more
optimistic about the future?”

Increased optimism
100

4.166666667
TOTAL SCORE

AVERAGE SCORE
Q6

Example
Client came to the hub in August 2019, he was off work ill and was worried
about returning, he had extreme anxiety and his confidence was at an all-time
low. He said he didn’t think he would work again. He attended the
overcoming anxiety and building confidence course and joined the men’s
group, he had 1 to 1 sessions with the Nottinghamshire Mind Worker. As his
confidence grew he decided to apply for a position as an exam invigilator and
received support updating his CV. He was offered an interview and was
successful in securing the post.
His confidence went through the roof and he offered to host the men’s group,
leading many activities. Since lockdown he has continued to lead the group
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and they have had a socially distanced game of boules. The beneficiary
didn’t think he would ever work gain and he now has a job he loves. He told
us that the support he received from the project was invaluable, he continues
to volunteer for the project because wants to give back because he really
enjoys it.
Areas of greatest impact

Total scores
120
115
110
105
100
95
90
Are you better
Do you know
If you need help,
able to manage when you need
are you better
the problems you help before things able to get help?
face?
get out of hand?

Have you learnt Do you feel more Do you feel more
new skills?
supported and optimistic about
less isolated?
the future?

The evaluation suggests that the project is having an impact across all the
target measures. The greatest improvement is that of developing new skills.
This comes about through practical help and mentoring with the participants’
problems but also through activities and skills workshops.
These actions appear to be having a positive impact on the beneficiaries’
confidence to deal with situations and feeling more positive. We have a positive
story to report from our pilot year.
We also ran a parallel survey of our core service users to provide comparative
data. In all cases, the pilot project produced a greater positive outcome than
that of the core service, although the core service sample was much greater. It
provides firm evidence that the project is achieving equality of outcome for our
most vulnerable beneficiaries.
Finding: The pilot has moved our most vulnerable beneficiaries from a
position of reduced or no long term outcome to a greater outcome than
that of the average client. This is a significant system change.
Despite confidence that this new way of working is having a positive impact on
people’s lives and wellbeing we can learn from our early experiences to improve
the service moving forward. The findings in this report have been scrutinised by
the Citizens Panel who have made recommendations.
5. How the results compares with the core service
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Comparision to core service
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The outcomes evaluation demonstrates a significant improvement as a result
of our partnership with Nottinghamshire Mind and an early intervention
approach to advice work. The same survey carried out with a larger sample of
services users from the traditional (core) service shows that in all areas, ability
to manage problems, knowing when to ask for help before things get out of
hand, ability to access help, feeling less isolated and more supported and levels
of optimism about the future all scored a clear point higher, or greater, than the
core service.
What is most significant is that beneficiaries were more likely to feel they had
developed new skills than beneficiaries of the core service. Scoring more than
double the rate in the survey.
We also compared this to recipients of Advice on Prescription (where the
Citizens Advice service operates in a GP practice). Once again whilst all
delivery models produced positive outcomes there is a significant improvement
when the early intervention model is adopted aligned with support from
Nottinghamshire Mind.
When we examined individual scores from the core/traditional service we
found, of the 121 respondents to our survey 22 clients gave a total score of
less than +10 out of a possible score of +30. A few (4) rated our service as
having a negative or no impact. This may be in part explained because they
had not realised the seriousness of their situation until it had been explained
to them.
This is a small but important percentage (18.1%). It is a reflection of our most
vulnerable clients who need different types for support to achieve equality of
outcome.
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When we carried out the same analysis of beneficiaries of the Eastwood
Wellbeing Hub we discovered there were no negative scores and all reported
an improvement of +10 or more with only two participants reporting an
improvement of less than +20.

Individual Scores Early Intervention
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6. Operational findings
The vast majority of clients have found the project beneficial and have reported
a positive impact however delivering a public service always generates
unexpected issues that we can learn from.
6.1.

Referrals

In two cases it was decided that the referral was inappropriate. The
beneficiaries were indeed repeat attendees of Citizens Advice services but this
was resulting from their refusal to accept the advice provided and in one case
the client was repeatedly seeking assistance to submit fraudulent information
to a statutory agency.
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We have concluded that all potential beneficiaries should be at a point where
they want to honestly engage with the project and are ready to move their lives
on. We have set up a system whereby all referrals are checked for
appropriateness.
6.2.

Long term support

We also found, as predicated in our project plan, that some clients are so
vulnerable that our expectations of system change for them should be realistic.
Sometimes the beneficiary can experience genuine improvement from the point
of engagement but will still require long term support. This is still more efficient
for the Citizens Advice service and the other agencies these beneficiaries rely
on, than supporting them in the traditional reactive (crisis point) way.
6.3.

Delivering services in host organisations

It is crucial that when working in a host organisation or signposting vulnerable
beneficiaries to other groups that we ensure groups have appropriate policies
and safeguards.
Finding: Produce an approved list of organisations and groups that will
ensure an appropriate environment for vulnerable beneficiaries.
7. Citizens Panel recommendations
Having been set the challenge to design a service that achieves equality of
outcome for our most vulnerable and repeat clients the Citizens Panel met on
4th December 2019 to review the early evidence from the early evaluation and
make recommendations. This forms part of the scrutiny phase of their work.
Future meetings were disrupted by the pandemic but we aim to recommence
meetings as soon as possible.
Since the commencement of the pilot we have encouraged beneficiaries to join
the Citizens Panel. Their lived experience is essential to making sure we are
designing and developing a project that meets their needs. Eleven people
attended the most recent Panel, 6 beneficiaries of the project, 3 volunteers and
2 paid members of staff who have been involved. These include the Early
Intervention Worker and Development Manager.
The beneficiaries attending had a range of mental health vulnerabilities from
depression and anxiety, learning difficulties to bipolar with psychotic episodes.
The later commenting that the project had kept her out of hospital having been
admitted in the past. Beneficiaries were very positive about the project and all
felt they had benefitted from both the advice and support that was available
from the Early Intervention Worker and Nottinghamshire Mind. All the
suggested amendments to the project were adopted.
8. The projects response to COVID-19
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8.1.

The benefits of a proactive advice model in during a pandemic.

We have seen much in the press regarding the impact the COVID-19 pandemic
has had on people’s mental wellbeing. The immediate crisis was a test of how
the project could react to deliver continued support during a time that Citizens
Advice face to face services were suspended. In fact, even with the gradual
easing of restrictions it will be some time before normal services can be
resumed.
One of the unexpected but positive consequence of working proactively once
the UK went into lockdown was that we had already built up an ongoing contacts
list, with many of our most vulnerable clients already participating in the project.
At the outset of lockdown it was agreed that the Early Intervention worker would
contact each of the 46 clients to revise their action plans based on remote
contact, ensure they were getting the help they needed and accessing the
additional national and local support programmes relating to COVID-19 where
they were entitled to that additional support.
Likewise the Nottinghamshire Mind Caseworker commenced with
developing alternative engagement that ensured beneficiaries remained
supported and did not become isolated.
During lock down both the hub and the information clinics have carried
on using digital platforms and telephone contact. These have included :








One 2 ones via zoom if client comfortable
Telephone appointments
Virtual group meeting, where clients can join in and chat
Quiz the group
Facebook craft group the clients have been making masks and scrubs
during the lockdown
Ladies only group meet
Text service for clients not comfortable talking via phone
During the lockdown clients have told us how they have appreciated
the support of our project workers.
COVID-19 quote 1
“I am so grateful for this service I have really struggled during lockdown
and the support has been quite literally lifesaving, to know that
someone cares means the world to me.
“I have been shielding since March and I don’t know what I would have
done without this support, I have no close family, and Christy has
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helped me access food parcels and a volunteer to pick up my
medication, I have loved the craft group on Facebook it has kept me
sane, and I look forward to the weekly challenge and the quizzes. So
supportive my heroes.”
COVID-19 quote 2
“I live alone in a small village and I don’t see a soul but Christy calls me
every week to check on me as my biggest fear is dying and not being
found, Christy has set up a system so that if she doesn’t hear from me
or I don’t attend the group she will do a welfare check, I can’t tell you
how much this has helped me with my mental health, and I love the
groups as they are so supportive and it makes me feel part of
something. I can’t praise the service enough it’s been a life saver for
me.
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Citizens Advice Broxtowe would like to thank the funders who have made this work
possible.
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