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This is a weekly report that tracks changes in the type of advice people are seeking from 
the Citizens Advice network in Scotland, up to and including Sunday 5 July. It includes data 
from the 59 Citizens Advice bureaux and from our public advice site. Advice relating to social 
security, employment and debt continues to be the most sought-after and direct phone 
contact with local bureaux remains the most common contact method.

In this report we continue to see a rise in redundancy advice provided by Citizens Advice 
bureaux and sought online. There has also been a rise in views of advice pages relating to 
employment tribunals.

This report also highlights some notable increases in advice areas directly impacted by 
COVID-19. By identifying those queries marked with a specific COVID-19 advice code by 
advisors, we can see particular increases in June in relation to debt, financial/charitable 
support and health/community care.
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Advice in relation to social security remains the most common, with a small increase over 
recent weeks to 44% of all advice provided.  Although it continues to be second only to 
benefits, it would appear that the early increase in need for employment advice is slowly 
declining. However, the need for employment advice is nevertheless far higher than it was 
pre-pandemic, with the same being true in regard to housing-related advice. In contrast, 
debt-related advice continues to be below pre-pandemic levels.

Top five advice needs at Citizens Advice bureaux

Chart 1: Top advice needs (excluding benefits)
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Other advice areas show a decrease over recent weeks, with those related to self-
employment and Universal Credit being the most noticeable.

Notable decreases in advice need

Chart 3: Notable decreases in advice need April to June 2020

Some notable increases in relation to specific types of advice remain evident, including 
advice related to redundancy and credit/store card debt. It is likely that the recent increase 
in advice sought in relation to public transport will be in response to the relaxing of some 
pandemic lockdown restrictions.

Notable increases in advice need

Chart 2: Notable increases in advice need April to June 2020
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Direct contact with local bureaux via telephone remains the most common way to seek 
advice.  A small increase in ‘other’ methods of contact would appear to be the result of a 
rise in letters to bureaux.

Contact method

Chart 4: Methods of contact
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In March 2020, an advice code was added in order to facilitate understanding of how 
COVID-19 was affecting advice need. This allows advisors to mark a query as being directly 
related to COVID-19. As can be seen in the chart below, employment and benefits advice 
have been most affected by the pandemic. Although the need for COVID-19 advice seems 
to have decreased somewhat in recent weeks, full figures for June show that COVID-19 
related advice needs is still most common in relation to employment and benefits issues.

However, as can be seen below, for some other advice areas it appears that the need for 
COVID-19 related support has increased during June. This is particularly the case in relation 
to travel/transport issues, finance/charitable support, and debt.

Use of the COVID-19 advice code

Chart 5: Top 2 COVID-19-driven advice areas (as proportion of all C19 advice)

Chart 6: Increases in C19-related advice need during June 2020
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In terms of COVID-19-related advice needs there are differences between ‘new’ clients (i.e. 
those who came to bureaux for the first time between March and June 2020) and ‘repeat’ 
clients (i.e. those who were registered with bureaux prior to March 2020). For ‘new’ clients, 
by far the most common type of advice sought was in relation to employment. In contrast, 
‘repeat’ clients were most likely to seek COVID-19 driven advice in relation to benefits.

In terms of ‘new’ clients, advice driven by COVID-19 was more likely to be sought in relation 
to housing; travel; and consumer issues.

1  Now includes full data for the month of June 2020, whereas a similar chart in the previous report contained 
data to mid-June only.

Client demographics

Chart 7: Proportion of ‘new’ and ‘repeat’ clients seeking employment or benefits-related 
advice, March to June 20201

Chart 8: Advice areas where ‘new’ clients outnumber ‘repeat’ clients (March to June 2020)
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In contrast, ‘repeat’ clients appeared more likely to seek COVID-19 driven advice in relation 
to debt; finance/charitable support; health/community care; and immigration issues.

Chart 9: Advice areas where ‘repeat’ clients outnumber ‘new’ clients (March to June 2020)
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On the public advice website, the main coronavirus page has seen an increase in page views 
in the last two weeks, rising to 4,915 unique page views for the week beginning 29 June 
from 3,117 unique page views for the week beginning 15 June – a rise of 58%.

Of the other coronavirus-specific advice pages, the most popular relate to furlough and 
benefits. The page giving advice for those who are worried about working has fallen most 
over the last four weeks. 

Online coronavirus advice

Chart 10: Weekly page views for “Coronavirus: What it means for you”.

Chart 11: Weekly page views for coronavirus-specific pages (excluding the main coronavirus 
page)

https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
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Chart 12 shows those pages that are significantly more popular than they were before 
lockdown began (the average weekly page views between 3 February and 1 March is used 
for comparison). The majority of these pages related to redundancy, with the page on fair 
reasons for redundancy nearly nine times more popular than it was before lockdown. While 
many of these pages have a comparatively low number of views, there is clear evidence of 
an increase in the need for advice on redundancy.

Notably popular pages

Chart 12: Pages that are notably more popular than before lockdown
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Chart 13 shows those pages that have increased most within the last eight weeks (from 11 
May to 5 July). Again redundancy features prominently, although less so suggesting that 
the increase in need for redundancy advice had already begun by early May. The increase 
in advice on house sales and energy efficiency are indicative of these sectors returning to 
some level of normal activity.

Chart 13: Pages that are notably more popular than in recent weeks
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The top 25 most viewed advice pages on the public advice website are now dominated by 
the legal pages that are usually the most popular, although the main coronavirus advice 
page remains the second most-visited page. The page “Trader is not responding, which 
deals with consumer complaints is more popular than it would normally be, suggesting that 
the consumer issues caused by COVID-19 continue to cause problems for people.

Most-viewed advice pages

Chart 14: Top 25 pages on the public advice website

The Scottish Association of Citizens Advice Bureaux - Citizens Advice Scotland. Scottish charity (SC016637)  
and company limited by guarantee (89892)

https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
https://www.citizensadvice.org.uk/scotland/health/coronavirus-what-it-means-for-you-s/
https://www.citizensadvice.org.uk/scotland/consumer/somethings-gone-wrong-with-a-purchase/trader-is-not-responding/

