
We help people to 
find a way forward

Citizens Advice Bassetlaw 
Impact Assessment of Covid-19
4 months (March - June 2020)

Bassetlaw
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We are Citizens Advice Bassetlaw
What we do?

• We help people in Bassetlaw by 
providing advice services to help 
them resolve their problems 

• We support people with lots of 
different types of problems 
including issues with housing, debt, 
benefits, employment, relationships 
and consumer rights 

• Some local people are facing a 
major crisis or life changing event 
in their lives and need extra help and 
support

• We campaign on big issues when 
people’s voices need to be heard

How we delivered services 
prior to Covid-19

• Drop in face to face services with follow 
up appointments for clients

• Advice by telephone and web chat 

• Specialist debt/money management 
and benefits services (including teams 
supporting those with cancer)

• Pro bono legal sessions staffed by local 
solicitors for housing,  employment and 
relationships

• Work with other local organisations to 
provide joined up services for clients
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● 17th March – Face-to-face public sessions paused until further notice.

● All 22 employees transferred to home working, none furloughed – using 
existing IT and telephony resources.

● 15 existing volunteers stepped up to offer to support clients through our 
Telephone Adviceline, despite only having provided face-to-face delivery 
previously.

● Contact details for clients to access our service by phone and webchat 
distributed via social media, local networking organisations and posters 
delivered to local supermarkets.

● Email ‘general advice’ service set-up at Citizens Advice Bassetlaw including 
specialist services of Debt, Macmillan Welfare Rights and our General Advice.

Government News release……….
Stay at Home!

Lockdown to beat Covid-19 pandemic!
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Citizens Advice Bassetlaw: 
How our clients access our service (year on year comparison)

Period 1: (1st March 2019 – 25th June 2019)

Face-to-Face

41%

E-mail

9%

Webchat

8%

E-mail

21%
12% More during 

Covid

Face-to-face

6%
35% Less during 

Covid

Webchat

8% 
Maintained at 

same level

Covid -19: (1st March 2020 - 25th June 2020) 

Telephone Adviceline

65%
29% More during 

Covid

Telephone Adviceline
 

36%
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Citizens Advice Bassetlaw- Increasing our 
Telephone Advice Line Capacity

• During Covid-19 our Telephone Adviceline has been the most 
popular channel for our clients to contact us (when compared to 
web chat and email in the same period).

•  In March 2020, 33% of calls to our Bassetlaw telephone 
Adviceline were answered.  This increased to 67% during May 
2020. We expect this figure to be higher in June 2020.

• Over the 3 month period from March - May 2020, our 
unanswered calls were therefore completely turned around 
and  coincidentally reduced from 67% to 33%.

• However, this demonstrates, the remaining unmet need of 
calls not answered and therefore the requirement to  increase 
our resources to further meet our Telephone Adviceline 
demand.
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Which wards are our Bassetlaw clients from?
Comparison of Period 1 and Covid-19 (see this page & next page)
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Period 1: Mar - Jun 2019

NB: not recorded/not applicable denotes those wishing to remain anonymous, or not recorded (approx 20%)
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Which wards are our Bassetlaw clients from?
Covid-19: Mar - Jun 2020

Analysing the Ward Chart comparisons (with  Period 1- previous page).  This demonstrates that 
clients accessing our service during Covid-19 have significantly reduced from our highest areas of 
deprivation (e.g. Worksop SE reduced from 177 clients to 83 clients). These clients would usually 
access our face-to-face drop-in sessions, replicating the reductions at GP surgeries, hospitals 
due to social distancing, fear of contracting Covid. Clients are likely to be facing many difficulties at 
any one time with the risk and evidence pointing to further emerging mental health issues.



We are part of the Citizens Advice service 
Types of enquiries

We are one of over 280 independent local charities that make up the 
Citizens Advice network

National  Citizens Advice picture - during the first 3 months 
of COVID-19 - insight from visits to:www.citizensadvice.org.uk

2.4 million 
Page views in w/c 22 
March - recorded as
the busiest ever week
on our website.

 380,000
people helped by 
phone, email or 
webchat.

15.8 million
visits to our website 
to get advice.

40% increase
In people seeking 
one-to-one advice 
on housing 
issues.

‘Redundancy’ 
In Month 3 was the 
most searched for 
word on the Citizens 
Advice website. 
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Citizens Advice Bassetlaw - Advice on 
everything
Our of our greatest strengths 
as a service is our flexibility to deal 
with most issues that come 
through our door. 
Our aim during Covid-19 has 
been to maintain and increase the 
number of clients supported, 
despite fewer volunteers and a 
short transition to homeworking 
period. 
To date (25th June 2020) in 
comparison to the same period 
last year, we have supported more 
clients despite the challenges and 
restricted resources.

Period 1: (Mar-Jun 2019)

1,659 Bassetlaw 
clients with – 

3,665 advice issues 
affecting their lives. 

Covid-19: (Mar-Jun 2020)

1,824 Bassetlaw 
clients with – 

4,906 advice issues 
affecting their lives 
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Initial enquiries as a result of Covid were focused on:

● Holidays and refunds for deposits or holidays/flight cancellations/transfers.

● Benefit enquiries – entitlement, where to start, how to claim – this is ongoing 
and demand remains high.

The shift is constantly changing and our clients needs are becoming more complex, 
their situations more desperate. Our teams are finding it more challenging and 
distressing to cope with the emotional traumas experienced by clients:

● Employment issues – furlough, redundancy, losing their job.

● Financial issues – housing, evictions, fuel and food poverty.

● Family problems as a result of self-isolating and dealing with the stresses on 
mental health (anxiety, loneliness, depression, lack of freedom and income).

These local challenges are mirrored nationally - as in Covid National Citizens Advice 
Reports.

Bassetlaw enquiries - change in client enquiries 
due to Covid-19.
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Bassetlaw CA clients issues 
Comparison of Period 1 and Covid-19

Period 1: (1st March 2019 – 25th June 2019)

Covid -19: (1st March 2020 - 25th June 2020) 

957
Debt and financial 

capability
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186
Relationships

1438
Benefits (including 
Universal Credit)

214
Housing

313
Employment 

Increased to

1193
Debt and financial 

capability
 

Increased to

214
Relationships

Increased to

299
Housing

Increased to

677
Employment 

Increased to 
1902

Benefits (including 
Universal Credit)



Citizens Advice Bassetlaw -  Feedback from our 
advisers in supporting clients during Covid-19

• “I worry that we might be failing to 
reach certain demographics e.g. people
who might be anxious or unable to use 
the phone. People who do not use social 
media and might not be aware of our 
Telephone Adviceline service or might 
not be available when we cover the 
phones, e.g. key workers’’.

• ‘’I prefer face-to-face as you can build 
more rapport with the client and show 
more empathy and understanding 
through body language etc. Sometimes 
can be hard over the phone to get this 
relationship with the client’’

• “It’s harder to judge how worried clients 
are, mental health issues could be 
missed’’

• “Much younger client demographic and 
mostly Covid-19 based queries. I’m
concerned that older clients who are less 
comfortable with telephone, webchat or 
email are unable to seek advice at 
present’’

• “I feel sometimes the clients might be 
overwhelmed by the amount of
information as sometimes it can be a lot 
to take in, particularly by phone”.

• ‘’They have very unique issues. Also, 
many of the queries involve the client 
trying to contact an organisation/service 
and failing to get through - presumably 
due to the high demand in the current 
climate”.
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Citizens Advice Bassetlaw - Volunteers

• “I am enjoying working from home, its flexible 
and gives me structure to my day. I like that we 
can still help people during this unprecedented 
time and that I feel I am making a difference 
to people’s lives”

• “Much harder to reassure a tearful client on 
the phone than f2f. A recent client obviously 
had a bunch of letters in front of her, would 
have been much easier to see them myself. I 
miss the camaraderie  with my colleagues.”

• “You can volunteer whilst keeping safe and 
healthy. It helps to pass the time in 
lockdown and makes you realise how lucky 
you are.”

• “Finding time to work productively at home. 
Unreliable computer/internet connection’’.

• Improve their self-esteem, reduce 
isolation and have an increased ability to 
work in a team.

• Experience a sense of belonging, 
through working with local people.

• Gain experience and confidence to move 
into work or an active retirement.

• Improve employment prospects through 
skills development . 

• Better manage mental health and/or 
other health issues.

• Support them through challenging 
times - see the comments from our 
workforce survey to explore how we could 
do that.

 We help volunteers to:
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Comments from our volunteers 
during COVID-19



Citizens Advice Bassetlaw - Our future plans 
• We need to expand our workforce of 

volunteers, so we can meet the unmet 
need for unanswered calls (average of 
46%) through our Adviceline telephone 
service.

• We need to extend our training & 
supervision infrastructure, so we can 
recruit, train and support new volunteers 
(and our existing ones) to support our 
increased demand for digital channels 
and return to face-to-face so that we can 
reach those clients who need our 
face-to-face service delivery.

• Further develop our working 
partnerships with key stakeholders, 
including increasing referrals to support 
hard to reach clients.

• To work more closely with health services 
to reach more people with disabilities, 
long-term and limiting illnesses (including 
mental health).

• We plan to offer new services around 
money management and financial 
education to become more digitally 
inclusive for those who struggle with 
technology. 

• We would like to continue to develop 
our email advice service and increase 
our resources to meet this demand.

• Increase our research and campaign 
work to identify the problems/trends 
locally/nationally that people are facing 
and where possible, find solutions.

• To maintain and continue to offer 
services to clients and their families 
who are facing difficulties.

• To provide more opportunities for 
employment through volunteering by 
recruiting more volunteers. 
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Citizens Advice Bassetlaw: Contact Details during Covid-19
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During Covid-19 Our advisers are working hard to provide advice and support 
by phone, webchat and email:

For - General Telephone Advice: 0300 4568369 (Mon - Fri: 10am - 3pm) 

For - Debt Advice: 01909 498890 (Mon - Fri: 9am - 4pm)

For - Universal Credit Advice: 0800 1448444 (Mon - Fri: 9am - 4pm) 

For - Cancer Related Money Advice: 01909 498889 (Mon - Fri: 9am - 4pm) 

Email: advice@bassetlawca.org.uk

Our Website: www.bassetlawcab.org.uk



Citizens Advice Bassetlaw
Date: June 2020

‘’It’s because of our incredible 
workforce that we are able to help 

so many people find a way 
forward’’.

Karen Whitlam– Chief Executive – Citizens Advice Bassetlaw
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