
• A locally based free,
confidential, independent
and impartial advice
service

• A registered charity
• Some paid staff, most

service delivery by
volunteers.



We are Carlisle and Eden Citizens
Advice.
Every year thousands of people come to
us for help solving their problems.

This means we’re an important part of
the community, with a credible
understanding of local needs.

We use this to tailor our services and
help improve local policies and practices.

[Insert story about
Alex here]

Nationally

£485m
saved by government and
public services last year
- £2 for every £1 invested in
our service



What we do
We help people with a range of
problems

In 2020/21, our top 5 advice areas were,
benefits, debt, employment, utilities &
housing

Last year, we saw 4,938 people about
15,046 issues.
Sometimes people have more than
one issue they need help with.

Nina was struggling - she was
behind in paying her rent.

The threat of being evicted was
making her feel very anxious.

The strain was also aggravating
an existing health condition.



How we help

People access us in different ways:
• face-to-face
• by telephone
• by email
• by webchat
• by video

We can deal with most of the issues
people come to us with, tailoring
our advice to their needs.

Adrian, a volunteer adviser,
helped Nina with her
problem. He found out she
recently had a change in her
employment.

This had put added
pressure on her finances,
which was why she was
getting behind on her rent.



During the pandemic

• At the outset, we recognised we would need to serve a new
demographic  as well as those who would typically use our
services.

• We used all means necessary, including our website, social
media, direct communication with individual clients and working
with partner networks in our local communities, to make sure
people had the information and advice that mattered to them.

• To reflect the changing environment CACE moved overnight from
being a predominantly telephone and face-to-face service to one
which was remote-only (via email, webchat, video and telephone).



Outputs and Outcomes
Our impact data helps us better understand the effect our advice

has on people’s lives, and the difference we make to local
communities

• In the 2020/21 tax year, our Public value of volunteering was
calculated at £314,670 and the Public value of improving clients'
wellbeing (emotional wellbeing, family relationships and positive
functioning) at £10,296,141.

• From January 2021 to December 2021 Citizens Advice helped a total
of 3,848 Carlisle residents with 14,328 separate issues.

• Of those helped 66% were women, 33% were aged under 35, 47%
were disabled or had a long term health condition.



Outputs and Outcomes part 2

• Our services were used by residents of all wards in Carlisle.
• We supported residents to increase their income by £1,797,868 and

directly provided £79,258 in hardship grants to combat food, fuel,
and white goods poverty,

• as well as supporting people to secure tenancies, funeral costs, travel
to remain in work and attend to other essential activities.



Adrian helped Nina write a letter to her
landlord and set up a payment plan. This
stopped her landlord trying to evict her.

Adrian found out Nina was on a flexible
hours contract, so he helped her better
understand her rights at work.

Adrian also booked Nina in with our
Money Advice team who helped her work
out a budget to help with other debts and
maximise her income.



Our advice is effective

8 in 10 people
are helped to solve
their problem

Customer experience survey (national), 2018/19

Problems don’t happen in
isolation and can have a
severe consequences.
Solving them stops these
situations escalating.

We help thousands of people
like Nina.

9 out of 10 people
said we helped them find a
way forward



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.

Our advice helped stabilise
Nina’s financial situation.

Her anxiety reduced, and her
physical health improved.
She no longer needed
additional health services.

She also felt more confident and
knowledgeable about handling
similar problems in the future.

Outcomes and impact research, 2017



Examples of what people come for
help with

● I need help challenging a benefits
decision

● I need help finding a place to live
● I owe my landlord money and he’s

threatening to evict me
● I’ve been suspended from work

and don’t know what to do next
● My partner has left me and the

three kids and I’ve no money



Employment Case Study page 1

• Alex worked for less than 2 years in hospitality, preparing and serving food to
members of the public. Alex complained to the employer about the lack of
hygiene in the food preparation area and about repeated breaches of food
storage rules. The employer did nothing to address Alex’s concerns. On the
contrary Alex’s manager and colleagues dismissed the complaints, treated
Alex with contempt and became more flagrant in their breaches of food
hygiene regulations. Alex felt compelled to resign.

• Alex approached Citizens Advice for help, having left a job, losing income
and facing hardship at a time when finding alternative employment was
particularly difficult.

• The legal remedy was far from straightforward. Citizens Advice gave
specialist level advice to address two complications:



Employment Case Study page 2

1. Alex did not have 2 years’ service to qualify for statutory protection against
ordinary unfair dismissal.

2. Alex had resigned and had not been dismissed in the normal sense of the
word.

• We advised Alex on constructive dismissal and on legislation which protects
an employee from detriment and dismissal where the employee was a
whistleblower and took action over health and safety.

• We assisted Alex, drafting a Written complaint to the employer (the
employer took no action in response to Alex’ grievance), a Pre-claim early
conciliation through ACAS (early conciliation was concluded having failed
to achieve any progress from Alex’ point of view), a Claim to Employment
Tribunal.



Employment Case Study page 3

• We advised Alex that the available legal remedy was sound and drafted the
claim so as to rely on less straightforward legal protection. We guided Alex
through the claim and case management process.

• The employer then returned to negotiations. We advised Alex on terms of
settlement, including putting a monetary value on the claim and assisted Alex
through to the successful conclusion of negotiations in a legally binding
agreement, which provided for the payment of compensation.

• Alex received compensation to cover loss of earnings and detriment, so did
not face hardship as a result of loss of earnings.

• Alex hoped that taking and successfully concluding the case will persuade
the employer to ensure the safe and hygienic preparation and storage of food
in future.



Our impact

7 in 10 people
felt less stressed,
depressed or anxious

Nearly 1 in 2
had more money or
control of their finances

2 in 5
had a more secure
housing situation

Nearly 1 in 2
felt their physical health
had improved

3 in 10
found it easier to do their
job or find a job

Nearly 1 in 2
felt they had better
relationships with others

3 in 5
found it easier to manage
day-to-day

Outcomes and impact research, 2017



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



Our value to society

£3.24
in savings to
government and
public services
(fiscal benefits)

Total: £1.821million

£24.78
in wider economic
and social benefits
(public value)

Total: £13.94million

£15.19
in financial value to
the people we help
(specific outcomes to
individuals)

Total: £8.546million

For every £1 invested in our service in 2020/21, we generated:



Our value to this community

We also:

● help clients negotiate local processes, such as welfare reform changes
● help local authority rent and council tax arrears to be rescheduled, and reduce the

associated administrative costs
● Keep people in employment or help them back to work
● Prevent housing evictions and statutory homelessness
● Reduce demand for mental health and GP services
● Improve mental wellbeing and positive functioning
● Improve family relationships



Volunteering

Over 40 people give their time, skills and
experience to enable us to reach as many
people as we do.

There are also considerable benefits for
them too, such as improved employability.

If you are interested in volunteering with us
in the future please visit our website
www.ca-ce.org.uk.



Research and Campaigns
As well as giving advice we work to solve the
underlying problems that our clients face:

Tenant Fees Bill – saving renters millions of pounds
through protection from excessive and illegitimate
fees
Fixing Universal Credit – raising problem areas and
lobbying for change
Energy Bills – supporting consumers to challenge
bills and change tariffs.



Case Study



Case Study



Contact us
Office services in Carlisle and Eden

Advice Line   0808 278 7844

Twitter  @CarlisleEdenCA

Facebook
wwww.facebook.com/CarlisleEdenCA

www.ca-ce.org.uk.

www.citizensadvice.org.uk


