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 Our response to Covid-19  
     

Following the Government’s announcement of a nationwide lockdown in March 

2020 we took the difficult decision to cease our face to face service and close the 

Acton Lane office temporarily.  Staff and volunteers responded quickly.  Aided by 

digital technology we were able to respond to the challenges posed by the 

pandemic and maintain the delivery of the advice service via telephone and email. 

Like so many groups and organisations we were forced to adapt to the new 

demands of working and training remotely in a landscape of rapidly changing 

legislation, guidance and support provision.    

The sudden change in circumstances was reflected in a difference in the range of 

enquiries we received from our clients.  Whilst benefits and Universal Credit 

remained our number one advice issue, this was closely followed by requests for 

advice and information on employment, debt and housing issues driven by people’s 

concerns relating to the furlough scheme and unemployment.   

We witnessed a significant change in the age profile of our clients with more 16—25 

year olds accessing information and advice than previously, whilst there was a 

decrease in the number of people aged 40 and over contacting us. 

Activity increased on our website with over 160 people completing our contact form 

(up from 14 in the previous year) and 110 clicking our phone number to call us (up 

from 67 in the previous year).  The average viewing session time increased to 2 

minutes and our website was shared more than ever before.      
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 Headline statistics  

 
 

 

 

       8, 921 issues resolved      2, 132 people helped          £745,028 income gained  

  

 

                         

               

      

      

      

      

      

      

      

                           

                           

 

218 clients helped with 766 

debt  issues 

278 clients helped with work-

related issues, up 20% on last 

year’s figure 

271 clients helped with 

housing  issues  

565 clients helped to 

claim  Universal Credit,  

up 30% on last  year 

21% increase in consumer 

issues on previous year 
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What problems did we help with? 
People come to us with a range of different problems, from benefits to housing, from consumer to debt.  Many people have more 

than one type of problem, for example a housing problem coupled with debt or have multiple complex issues.   

Top 5 advice issues - Benefits and Tax Credits, Universal Credit , Employment, Debt and Housing contributing to 71% of all the 

            issues dealt with.  

Top benefit issue   -   Initial benefit claim. 

Top debt issue     -     Council tax arrears.  
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How did people access our service?  
We try to reach as many people who need our help as possible.  
This year we helped 2, 132 people get the advice they need through phone and email. 

Clients have access to advice through a direct line into the Sudbury office.  We are one of a 

minority offering direct access to our local community.  There is also a Suffolk Adviceline and a 

national Adviceline telephone number.  Our advisers adapted swiftly to coping with a huge 

telephone and email demand for advice.   

We know that clients preferring face to face have not been able to seek assistance via this route 

and this is evident by the vast drop in this type of contact, where people would previously have 

dropped into the office to ask a question.  This is down by almost three quarters on the previous 

year.  This trend mirrors the national picture and it is unlikely that this group switched channel to 

access advice via the internet.  
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 Changing demographics  

 

  
 

Gender  
Although there was an overall decrease in the number of 

people contacting us during the year the proportion of women 

seeking support dropped slightly whilst the proportion of men 

increased slightly.     

 

 Age  
 The proportion of younger people seeking our help rose at the 

 start of the pandemic.  This shift is mainly accounted for by a 

 greater number of younger benefit claimants than there were 

 pre-pandemic. 

  

 There was an increase in the number of people contacting us for 

 the first time as a result of the effects of the pandemic with those 

 previously self employed losing their jobs and needing support to    

 claim welfare benefits.   
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Disability  
There was a decrease in the number of people with 

disabilities and long term health problems seeking our help 

as assessments for disability benefits were paused at the 

start of the pandemic.    

 

Ethnicity  
An increase in national telephone and Adviceline 

sessions meant more calls were taken from across 

the country resulting in an increase in our ethnic 

diversity. 
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Client experience survey  
Every year we ask people how they found using our service.  Our latest survey was carried out via telephone as we were unable to meet 

in person.  

Of those surveyed we asked how they would prefer to receive advice. 43% expressed a preference for telephone, 24% preferred to drop 

into the office and 22% said an appointment would be their chosen method of obtaining advice.   

We received positive responses to all of the key questions we asked. 

89% of clients using our service found it very easy or easy to access the service. 

96% said they were very happy or happy with the service they received.     

70% heard about us from a relative or already knew about us. 

93% said the adviser understood them and their problem either very well or well. 

87% said the advice received resolved completely or in part their problem. 

80% said the advice helped them feel less stressed or worried. 

85% said they would have nowhere else to turn to if Sudbury and District Citizens Advice closed. 
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How are we funded? 
The last year has been a particularly challenging and unique one.  Fortunately, we were able to adapt to changing circumstances 

because we are well supported.  Each local Citizens Advice is an independent registered charity responsible for its own funds which 

come from local councils, parishes, trusts and donations from a range of individual, corporate and private organisations and other 

charities.  We would not be able to provide our service without the ongoing support of many organisations and we work in a world of 

funding and budgetary pressures.  We are profoundly grateful for the sustained support of Babergh District and Sudbury Town Council 

with whom we collaborate closely and successfully with a local focus.  We have also been successful in diversifying our funding through 

project work.  Our funding at county level comes equally from Suffolk County Council and the NHS Clinical Commissioning Group 

(CCG).  The recognition by the CCG, through their support, of the links between health and social welfare is very welcome. 

Together these funds have enabled us to maintain our services at established levels throughout 2020/21 and provide a financial 

platform for innovation in a post covid recovery.  Sudbury and District Citizens Advice is the only advice service in the Babergh District 

that addresses the complete range of issues that can ultimately impact people’s wellbeing.   

It was good to hear in February 2021 that our partnership with Suffolk Family Carers to support our Community Connector Project will 

continue for a further year as this is a role which plays a vital part in ensuring clients referred by GP surgeries are offered a holistic 

advice and benefits service.    

In May 2020 funding secured from the Community Lottery Fund led to the recruitment of a full-time welfare benefit and universal credit 

specialist.  This addition to our service has provided invaluable support and assistance to many people, without which navigating the 

benefits system would have been far more challenging.   

The debt project is currently funded through the Money Advice and Pension Service (MaPS).  It is anticipated that demand for debt 

advice is likely to increase so funds have been secured to enable the training of a full time debt adviser to meet this expectation. 

The national body of Citizens Advice funds the Best Practice Lead Project.  This is a role designed to gather best practice on Universal 

Credit and the Help to Claim service.  The Sudbury lead covers all the local Citizens Advice offices in East Anglia and engages with 

stakeholders to carry out research to raise Universal Credit issues and improve the Help to Claim service. 

The Energy Advice project is supported financially by national Citizens Advice.           

  

   



 10 

We were delighted to receive a special Covid support award from Clare, 

Countess of Euston, HM Lord Lieutenant of Suffolk and the High Sheriff 

of Suffolk Bridget McIntyre MBE for our services during the Covid -19 

pandemic.  

Nominated as 1of 17 organisations it was a very pleasant surprise to receive 

recognition for our work.   

 

In August 2020 we were nominated for a ’Making a Difference’ award from 

BBC Radio Suffolk.  A commitment by staff and volunteers working at Sudbury 

& District Citizens Advice ensured we were able to provide an advice service 

through lockdown and still help those who needed our support.   

 

 

 

Awards  

 

Suffolk Advice Support Service  
We are pleased to be involved in the partnership of organisations offering debt and benefit advice as part of a new Suffolk Advice and 

Support Service free helpline.  This was set up in response to current need due to the Coronavirus pandemic to assist  anyone in Suffolk 

experiencing difficulties. Collaborative working amongst the statutory and voluntary sector has enabled help and on-going support to 

be accessed by people in Suffolk.      
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Our value to society  
 

It’s impossible to put a financial value on everything we do, but where we can, we have.  We use a Treasury approved 

model to calculate the financial value of our advice and the positive outcomes it contributes to, for individuals and 

society. 

 

 In 2020/21 for every £1 invested in Sudbury & District Citizens Advice we generated at least: 

  £2.61  

  in savings to government and public services (fiscal benefits). 

  By helping stop problems occurring or escalating, we reduce pressure on public services 

  like health, housing or out-of-work benefits.    Total £768k  

   

  £17.32 

  in wider economic and social benefits (public value). 

   Solving problems improves lives.  This means better wellbeing, participation and productivity for the people  

  we help.    Total £5.1m    

   

  £11.79 

  in value to people we help (financial outcomes following advice). 

  As part of advice, we can increase people’s income, through debts written off, taking up benefits and solving  

  consumer problems.    Total £3.4m      
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Research and Campaigns  
Our service is best known for resolving problems through advice but we also make a difference by challenging the underlying causes of 

these problems.  No one else sees so many people with so many different kinds of problems and that gives us a unique insight into the 

issues people are facing. 

We supported a number of national campaigns during the year including Scams Awareness week, National Consumer week, Big Energy 

Saving Winter, and in the early part of 2021 we took action to challenge the ending of the Universal Credit £20 uplift.  It has been 

extended until September and we shall be campaigning throughout the summer for it to remain.      

Despite not being able to visit venues this year we have managed to run the various campaigns on social media.  Recruiting a social 

media specialist has enabled us to increase our presence and reach on Facebook.          

 

The Future  
Volunteers are the backbone of our service and we cannot operate with out them.  Sadly some volunteers were unable to stay with the 

service and left us during the year.  Our volunteers contributed 9, 206 hours to help others by providing much needed advice and 

information through an unprecedented time.  We extend a very big thank you to those volunteers whose ongoing commitment has 

kept the service running.  We hope to re-introduce our face-to-face service in the near future by offering scheduled appointments in a 

socially distanced setting.  We are aware that for some clients they have been unable to access our service and it is important that we 

offer this.  We are actively looking for partnerships that will allow us to increase our reach for those who have difficulty contacting us by 

establishing digital hubs and venues where we can meet clients face-to-face.    

The key priorities are recruitment and training to cope with a rising demand for services.  However, working from home will continue as 

we offer the option of remote and office based working to those who have a preference. 

We shall continue to maintain telephone advice as there is a client group preferring to access advice in this way.  People will continue to 

need advice and support to overcome their problems and prevent them escalating.  Sudbury and District Citizens Advice remains well-

placed to provide independent trusted advice to help people find a way forward.       
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Sudbury & District Citizens Advice   

helps people find a way forward. 
  

We provide free, confidential and independent advice to help people overcome their problems. 

We are a voice from our clients and consumers on the issues that matter to them. 

 

We value diversity, champion equality and challenge discrimination and harassment. 

We’re here for everyone. 

 

 

 

 

Sudbury & District Citizens Advice, Keyse House, Acton Lane, Sudbury, CO10 1QN  

Telephone: 01787 321400 

Email: info@sudburycab.org.uk 

Opening times: Monday - Thursday, 10am - 1pm  

www.sudburycab.org.uk      

Registered Charity No 1123466, Registered Company 6051096  

Published September 2021   


