Impact Report
2020/21
Striving for Equality of
Outcomes
“I really appreciate being able
to receive help from you.
Thanks!”
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1. Executive Summary
1.1.

During a year that straddled the pandemic Citizens Advice Broxtowe has
consistently focused on meeting the needs of its service users, helping 5,596
people with over 10,000 problems. Thanks to our staff, volunteers and some
additional emergency investments the service proved agile enough to continue
operating and providing the residents of Broxtowe with the help they needed
during the most challenging of times.

1.2.

Information taken from the problems clients of Citizens Advice Broxtowe face
are used to campaign for improved policies and legislation both locally and
nationally so that the whole of the community benefits, not just direct service
users.

1.3.

We continue with our commitment to measuring system change and we can
report the long term outcomes for service users in terms of:






Ability to identify and manage problems in the future.
Improved capacity to access help when needed.
The development of new skills and competences.
Feeling supported and less isolated
Increased optimism.

The service is therefore keeping the vast majority of its service users out of
crisis and the social value of the service is significant and measurable. We
can demonstrate that our organisation contributes to the well-being of our
beneficiaries. Just under 93% of clients reported long term improvements in
their well-being and ability to cope with problems. This is an increase on our
result from 2019/20. We can put this down to investment in supporting our
most vulnerable clients through early intervention. Reducing the negative
scores (therefore those likely to return in crisis) from 18.1% to 7.7%.
Remarkable given this survey was taken during a pandemic.
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1.4.

Operating throughout the pandemic allowed us to reach people who had never
turned to Citizens Advice before. Over 70% of our clients reported being
impacted by COVID-19 and we were able to help them find a way forward. We
saw a shift in the age profile of our clients and there was a sharp increase in
the demand for advice on welfare benefits, housing and employment
problems.

1.5.

For the first time we have measured our Social Return on Investment
(SROI). The calculation contained in this report demonstrates that for every £1
of core investment the charity achieves a SROI of at least £25.39

1.6.

Each year we also ask our stakeholders how well we help them meet their
objectives and how efficient we are as a community partner. In the majority of
responses they told us that our work is effective and produces well-being
outcomes for our clients. Most importantly we help other not for profit agencies
deliver their strategic objectives through our commitment to partnership
working.

Effectiveness supporting partner objectives
60%
40%
20%
0%
Very well

Well

Neither well or negative

Not as well as we would like

Not applicable

1.7.

What matters to the community now is a sustainable and more equal recovery
from COVID-19. We have used the knowledge gained to plan a Community
COVID Recovery Plan for our beneficiaries.
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2. What we do in Broxtowe
2.1.

Information and Advice Services: We are an independent local charity and
members of the Citizens Advice service. Our objective is to provide free,
independent, impartial and confidential advice, serving the people of Broxtowe
and providing the help people need when they need it. We work to the Advice
Quality Standard and the terms of the Citizens Advice membership scheme.

2.2.

In order to deliver that promise we provide a service in person from our main
offices based at the Council Offices in Beeston, Nottingham and the Library
and Information Centre in Eastwood, Nottingham. We also run an outreach
service at the Stapleford Care Centre.

2.3.

We contribute to the Nottinghamshire telephone advice line, delivered by five
of the six Citizens Advice services in Nottinghamshire and also contribute to
the national webchat service.

2.4.

Thanks to the grants we receive we are able to provide services at a general
help level on any matter and specialist casework in the areas of debt, money
advice, welfare benefits (including Universal Credit) and housing. We also
provide a dedicated service to our most vulnerable clients through the
Broxtowe Wellbeing Hub.

2.5.

Whilst we remain an independent advocate for our clients partnership working
is essential if we are to achieve the best outcomes for our beneficiaries. This
includes statutory partners, such as Broxtowe Borough Council,
Nottinghamshire County Council, Primary Care Networks and of course
partners from the VCSE, such as Nottinghamshire Mind, Nottingham Victim
Care, Broxtowe Women’s Project and Broxtowe Youth Homelessness with
whom we have developed close working relationships in the mutual interest of
our clients. We recognise we are stronger working together and our offices
host multiple organisations that deliver services beneficial to residents of
Broxtowe.

2.6.

Community Communications: As well as providing advice directly to
individuals we act as a public information service, providing independent and
impartial information to the public through our website, social media, public
events, meetings and sometimes through the press. This part of our work has
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become more important in recent years. Globally there is a problem with fake
news, scams and fraud. Citizens Advice is a trusted brand and we seek to
direct people to reliable sources of information, such as our national website,
GOV.UK and other verifiable sources of information such as those provided by
Broxtowe Borough Council. More details are contained in Section 5.
2.7.

Research and Campaigns: Our twin aim is to use the information and data
we collect on the problems our clients face to exercise changes in policy and
practice to improve the lives of our services users and residents of Broxtowe.
We call this Research and Campaigns work. We carry out the work in a nonpolitical and impartial way.
“We seek to provide advice, information and campaigns that improve the lives
of the people of Broxtowe and help our most vulnerable citizens.” Sally
Bestwick, Chief Executive.

2.8.

During the last 12 months we have sought to make a constructive contribution
towards improving the services available to the people of Broxtowe. We have
worked with Broxtowe Borough Council to improve the local availability of
housing and homelessness advice. Our research on the Homeless Reduction
Act has informed this change and we now work in partnership to deliver a
joined up service for those facing a housing crisis.

2.9.

Our work on the problems faced by clients experiencing poor mental health
has also led to additional support for this group and a constructive partnership
with Nottinghamshire Mind.

2.10. Nationally we have contributed to campaigns to improve the lives of everyone
in the community. Things like scams awareness, improvements to financial
services and reducing the impact of the loyalty penalty paid by those less able
to check the competitiveness of renewal quotes for services, like utilities and
insurance.
2.11. COVID-19: The pandemic has of course changed the way we have delivered
advice during 2020/21. Our trustee board and management team includes
leaders with the appropriate skills to guide us through this difficult time. We
were committed to becoming an agile service that could switch from office
based working to remote service delivery and back again with the deployment
of secure technology.
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3. The National Network
3.1.

Citizens Advice Broxtowe are proud to be part of a national network that
directly helps 3 million people each year (2019/20). In addition the national
website receives 29 million visits each year. The Citizens Advice network is by
far the largest advice brand in the UK and having access to the resources of
Citizens Advice helps us achieve local outcomes and increases our social
value.

4. Outputs – Broxtowe
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4.1.

There were clear trends in specific areas of social welfare law and information that
emerged as topics for help during the pandemic. They are welfare benefits and
help with Universal Credit, debt, housing, employment and relationships. The
increase in welfare benefits advice as a proportion of our workload is reflected in
the financial gains (£2.9 million) reported, mainly due to new claims for welfare
benefits, especially Universal Credit

5. Community communications in detail
5.1.

We have a communications plan that aims to provide independent and impartial
information to the public through our website, social media, public events,
meetings and sometimes through the press. This part of our work has become
more important in recent years. Globally there is a problem with fake news, scams
and fraud. Citizens Advice is a trusted brand and we seek to direct people to
reliable sources of information, such as our national website, GOV.UK and other
verifiable sources of information such as those provided by Broxtowe Borough
Council. We promote the services of our partners that is of mutual benefit to our
clients and the wider community.

5.2.

Our Citizens Advice Broxtowe website is designed to provide up to date
information on how to access the service, provide links to the national online
information and as a tool to communicate accurate information and links to topics
of local and national interest.
It is particularly important when an event can create an immediate need for people
to access reliable and trusted sources of information. During 2020/21 this
included the Thomas Cook collapse, Coronavirus outbreak and developments on
Brexit and the European Union Settlement Scheme.
We are able to provide information on where to access advice and information
resources. This type of communication protects the interests of Broxtowe
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residents who may be at risk of acting upon unreliable information or scams. We
use social media to increase the reach of our information sources.
5.3.

Website visits
Most popular pages
Other

Home
COVID info
Service info
Newsletters
Vacancies

Since launching our new, more interactive website in 2019 we have built a
reputation as a public information service and have sought to ensure people
access reliable sources of information in an age when misinformation is an
increasing problem. Helping people is not just about the people who contact us by
telephone or in person. During the reporting year there were 28,550 visits to our
website, an increase on the previous year.
5.4.

Social media
Social media is now an essential means of communication to service users and
stakeholders. We have regularly updated accounts with Twitter, Facebook and
LinkedIn. Our Twitter account is followed by 803 people.

6. Stakeholder feedback
6.1.

Each year we carry out a Partner and Funder Survey. We include questions on
our role as an effective delivery partner, helping our stakeholders achieve their
strategic goals and impact. Ten organisations responded representing statutory
authorities (30%), other voluntary sector organisations and project delivery
partners (50%) and other referral partners, including neighbouring Citizens Advice
services (20%).

6.2.

Stakeholders feel they have a good understanding of the work of Citizens Advice
Broxtowe with 90% feeling they know the service very well or fairly well. They also
told us that they feel we are effective in providing advice and information and
handle referrals well (90% each). They also told us that we are effective at
partnership working (90%). An understanding of our Research and Campaigns
work still lags behind at 70% effective but this is a slight improvement on last year
(66%). During 2020/21 we worked hard to raise the profile of this aspect of our
work so progress is most welcome.
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6.3.

Our continuing work to improve communications and support the objectives of our
partners is reflected in the survey with 100% of the respondents feeling that our
communications are effective or very effective.

6.4.

It is important that we work with partners for the benefit of the whole community.
When asked how well we support them with their strategic objectives we received
a 100% rating (50% very well and 50% well). It is essential that we all work
together supporting the community out of the pandemic and maximising the
optimum use of community resources.

6.5.

We also consulted stakeholders on the how well we adapted our services to meet
clients’ needs during the pandemic. We achieved a 90% positive rating for this but
30% told us that whilst they thought our response was effective it is important that
we open our face to face services up again as soon as it is safe to do so. That is
why we were the first Citizens Advice service in the country to open its doors
during the various relaxations in lockdown. It is also the reason we have included
a permanent reopening of face to face services in our Community COVID
Recovery Plan.

6.6.

Finally, we have done much to improve the ways we deliver services and measure
the impact on well-being. We asked stakeholders if they think this has been
effective and 100% of our stakeholders believe this is the case.
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7. Outcomes evaluation

7.1.

Each year we carry out an outcomes survey, this year 84 clients participated.
The evaluation that seeks to find out how they felt they had benefited from
receiving help from Citizens Advice. Not financially or measured by outputs as
described in section 4 but how well we had helped them cope better with the
problems they face now and in the future and assess the resulting improvements
in wellbeing, our social value.

7.2.

We asked six questions based on improved or reduced abilities in the following
areas.
Q1. Better able to manage problems themselves
Q2. Knowing when to ask for help before matters become serious
Q3. Better able to access help when it is needed
Q4. Developing new skills and competencies
Q5. Feel more supported and less isolated
Q6. Feeling more optimistic about the future
Each question asked the participant to score their response on a sliding scale of
-5, the advice made them feel much less capable to +5 the help had significant
improved their abilities. The chart below gives a summary of the average scores for
all 84 participants from the core service. We then convert that score into an average
percentage improvement.

Client Outcomes

%
70
60
50
40
30
20
10
0
Better able to
manage
problems

7.3.

Knowing where Know when to
to get help
get help

Feeling less
isolated

Skills

Optimism

Summary of findings
In all fields of enquiry, we can see an improvement in the capabilities and
wellbeing of our beneficiaries. This is particularly true of the feeling of being better
able to manage problems in the future, knowing where to get help if they need it
and seeking help at an early stage, before a crisis emerged. Clients also told us
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they feel better supported and less isolated. Typical beneficiary quotes are
provided below:

8. Citizens Panel
8.1.

With this knowledge in mind we have been working for a number of years with our
Citizens Panel of service users and volunteers to look at the weaker outcomes of
our service. Putting beneficiaries in the lead is providing a driver for a change from
an outputs based advice service to what we are calling outcomes driven services.
Improving lives for the longer term and achieving system change.

8.2.

The Citizens Panel have helped us to understand what might work for those
clients that do not feel they have a significantly positive outcome after seeking
advice. We know from our waiting room that some clients find themselves in crisis
repeatedly seeking our emergency help on a regular basis. Our data from 2019/20
found that 18.1% fit this category. By working in new ways that target and
proactively support this, most vulnerable group, we have reduced that figure in
2020/21 to 7.7% of all clients. The additional support is described below.
%

Average improvement by individual client
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8.3.

The Early Intervention and Mental resilience model of working was developed
by the Citizens Panel and this has been so successful that funding has been
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secured to rollout this way of working across Nottinghamshire. A separate impact
report on this project will be published later in the year.
9.

Volunteering for Citizens Advice Broxtowe

9.1.

Citizens Advice Broxtowe has 43 volunteers who come from all walks of life
and give their time to the community for free. However, they do require the correct
support, training and supervision to be able to perform their tasks to the high
standards the service expects. No impact report would be complete without
acknowledgement of their contribution and the benefits of volunteering for Citizens
Advice. Volunteer advisers all undertake initial and ongoing training specific to
their roles. There are also opportunities to get involved in running the service and
chances to represent Citizens Advice Broxtowe externally.

9.2.

The pandemic has been a difficult time for our volunteers. They have missed out
on the normal, lively teamwork and have been asked to work remotely in the same
way our paid staff have. Many have risen to the challenge but with COVID
safeguards we are pleased to report a gradual return to office working. Our
volunteers remain at the heart of Citizens Advice Broxtowe.

9.3.

Many of our volunteers use the experience gained to move into employment, both
within the service and the wider employment market. The training and experience
Citizens Advice Broxtowe provide is respected and relevant. Last year 5
volunteers moved into paid employment as a direct result of the training and
experience provided. Volunteer opportunities include governance, advice work,
administration and involvement in coproduction.
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10. Measuring Social Return on Investment
Number

Value

Formula
Average hours x number of
volunteers x manager salary

Trustee volunteers
Advice volunteers
Volunteers moving into
employment
New investment 2020/21
Client gained income
Jobs created

7
36
5
430546
3131684
24

£8,832.00
Average hours x number of
£104,716.80 volunteers x GH advice salary
£97,500.00 Average salary pa
£430,546.00 New grants 2020/21
£3,230,000.00 Financial gains for clients
Tax & NI revenue + benefits
£43,777.63 saving

Cost of statutory homeless
Homeless preventions
83
£175,296.00 prevention
Total
£3,977,119.63
Client gains less deadweight
£2,261,000.00 70% of client gains
Adjusted value
£3,121,668.43
Difficult to measure values not included: health improvements reduction in cost to NHS/keeping
people out of statutory intervention (debts/courts/crime reduction).

Total unrestricted core investment 2019/21
SROI

£122,941.00
£25.39

11. Supporting Broxtowe out of the pandemic & building back
11.1. During the pandemic we saw clear trends in the problems our clients were facing
and the changes to the demographics of our client base. This has given us a
detailed understanding of the advice and support needs of the community and we
have developed a plan to support Broxtowe out of COVID-19 in partnership with
our stakeholders. The plan includes:


Provide an advice service that is tailored to a community recovering from the
COVID-19 pandemic



Consult with stakeholders to integrate advice services where possible, strengthen
existing partnerships and build new partnerships that improve outcomes

Within these aims we have set out clear priorities based on the evidence.







Improved wellbeing outcomes through advice as a social prescribing tool
Support income maximisation for families economically impacted
Support people towards sustainable housing
Helping people returning to the workforce post COVID
Supporting families
Maintain the capacity to support people who find themselves in debt
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Report contact details:
Chief Executive: Sally Bestwick.
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Email: neil.clurow@ca-broxtowe.org.uk
@BroxtoweCAB

@CABroxtowe
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Thank you to our funders
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