
Dear Partners 
 
Following our initial communication to you in March on the future of the consumer 
service, and its transition into the Citizens Advice network, we wanted to take the 
opportunity to update you on progress. 
 
The transition: a summary 
As we outlined previously, our intention is to deliver the consumer service through a 
small number of local Citizens Advice offices from April 2017 onwards. 
 
The first stage of the application process for local Citizens Advice took place during 
April, and we received a significant number of applications. Following our assessment 
of these submissions we are pleased to inform you that the number of full 
applications we have received at stage two of the process is in line with our 
expectations.. 
 
At this second stage we have asked applicants to submit detailed plans, showing how 
they will meet our specific requirements for the service. The deadline for these 
applications was the end of July. We will now conduct a detailed evaluation of each 
application and invite the best through to the next stage. We have secured Trading 
Standards representatives to be directly involved in the assessment of applications, to 
ensure partners have the opportunity to be directly involved in helping us shape the 
future of the service. 
 
By September, we will be in a position to invite those who have been successful in the 
second stage to attend presentation sessions to provide us with more information on 
how they intend to deliver the service. We will then make a decision on who the 
successful applicants are and will test their readiness through site visits.  
 

 
 



The Department of Business, Energy and Industrial Strategy (BEIS) supports our 
approach, and we continue to update them on our progress. They have clear 
expectations that the service will continue to be delivered to at least the same scope 
and operational standards. 
 
CTSI conference 
We were pleased to host a number of sessions on the Citizens Advice stand at the 
Chartered Trading Standards Institute conference in Telford in June. We took this 
opportunity to talk to partners in more detail about the transition and also answer a 
number of questions.  
 
It was pleasing to hear so many positive comments regarding our intention to 
transition the service, and expressing reassurance regarding our approach to 
managing this.  
 
Your involvement 
We would like to reassure you that between now and April 2017 we’ll work closely 
with you and our current suppliers to ensure that we offer a consistent service for 
clients and partners, including referrals and the provision of data.  
 
We welcome the input of all our partners while undertaking this transition of the 
consumer service. Should you have any questions or comments please do not 
hesitate to contact us at consumer.transition@citizensadvice.org.uk. 
 
Kind regards, 
 
Tom Ballard 
Operations Manager 
 
 
Previous communication to be circulated in conjunction with the above. 
 
Dear partners, 
 
We wanted to take this opportunity to update you on the future delivery of the 
Citizens Advice consumer service in England and Wales.  
 
Following a review of the consumer landscape , in 2012 responsibility for the delivery 1

of the consumer service passed from the Office of Fair Trading (OFT) to Citizens 
Advice and Citizens Advice Scotland. The review recognised that these new 
arrangements would: 
 

1 Department for Business, Innovation and Skills - Empowering and Protecting Consumers, consumer 
landscape review  
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● strengthen frontline consumer protection by forging a stronger link between 
the activities of the Citizens Advice service and provision of information and 
advice  

● move the delivery of advice to a service with a brand that is much better known 
to consumers than the Consumer Direct service delivered by the OFT 

● reduce the complexity of the consumer landscape 
 
At the end of March 2017, after what will have been 5 years of successful delivery, the 
contract we have with our current contact centre supplier, for services across England 
and Wales, will come to an end.  
 
Since the transfer of the service from the Office of Fair Trading, it has always been the 
long-term goal of Citizens Advice to integrate the consumer service into our wider 
network and we have been considering how we can best achieve this as we move 
forward.  
 
There are a number of benefits to progressing this integrated approach including: 
 

● the ability to seamlessly link clients to advice and support in other areas they 
may require, for example debt advice 

● an increased potential for greater regional engagement with you and other 
stakeholders 

● integrating the knowledge and expertise of the wider Citizens Advice network 
into the consumer service and building stronger relationships 

● greater opportunities for shared ownership of the service by delivery partners, 
who are part of our service, meaning that the provision of a good quality 
service to clients and partners will continue to be a priority 

 
We have, therefore, taken the decision that from April 2017 the consumer service will 
be delivered by a small number of Citizens Advice providers.  
 
Our priority in making this transition will be to maintain service levels and quality (in 
line with existing Key Performance Indicators) and to maintain the confidence of 
clients and stakeholders.  
 
Our overarching approach will be to make as few changes as possible to the current 
delivery model and systems to ensure a smooth transition. We do, however, want to 
continue to improve and develop the service and these improvements will be made in 
discussion with you and phased in over time.  
 
In practical terms, this means we will: 
 

● retain the existing technical infrastructure 
● continue to collect the current data set (and improve on this over time) 
● prioritise the continuation of all the existing referral protocols and data sharing 

obligations 



 
We will run a robust process to select a small number (fewer than 10) of Citizens 
Advice providers and we will manage them tightly in terms of performance, quality, 
client and partner satisfaction. The service will continue to be provided by dedicated 
staff who will receive the same level of training and continual professional 
development as existing staff. 
 
We have recent and significant experience of transitions of a similar scale on other 
services and are confident we can manage this transition effectively and in much the 
same way as the transfer from the Office of Fair Trading in 2012.  

 
The Department of Business, Innovation and Skills (BIS) support our approach and 
have clear expectations that the service will be delivered to at least the same scope 
and operational standards, dependent on funding. 
 
Between now and April 2017, we’ll work closely with you and our current suppliers to 
ensure that we offer a consistent service for clients and partners, including referrals 
and the provision of data.  
 
Finally, whilst we await further detail on the practical implications of the 
implementation of the Scotland Act for consumer advice in Scotland, we continue to 
operate on the assumption that the delivery model for the GB service will remain 
broadly the same. We will make appropriate adjustments to our plans if necessary as 
further detail becomes available. 
 
We look forward to continuing our dialogue with you over the coming months but in 
the meantime please do not hesitate to contact us at 
consumer.transition@citizensadvice.org.uk if you have any immediate questions.  
 
Best wishes, 
Michele 
 
Michele Shambrook 
Director of Operations - Citizens Advice 
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