






A robust and impactful approach

Products and services are good value for money

All consumers are served well, including those in vulnerable 
circumstances

Consumers get what they pay for. Their reasonable expectations 
are met or exceeded

If things go wrong, they’re put right quickly, with compensation 
where appropriate

Products and services are safe and secure to use

The needs of current consumers are met without jeopardising 
the needs of future generations



A robust and impactful approach



How our advice and advocacy roles 
support each other
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Advice provision

We use this to advocate for 
evidence-based policy changes that 
deliver the biggest improvements in 
outcomes for consumers. 

This helps us provide advice and 
support that is up-to-date and 
effective.

Statutory role

Non-statutory role



● Making markets work for consumers

● Better value infrastructure

● A fair deal for customers in vulnerable 
circumstances

● Protecting consumers in rapidly 
evolving markets

Our energy, post and cross-sector 
consumer projects for 2020-21

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/citizens-advice-consumer-annual-report-2018-19/


submitted

 agreed

Some progress 

Making markets work for consumers

We will continue to speak out on behalf of consumers where 
markets are tilted against them. We will work to better 
understand where there are market failures, like the loyalty 
penalty. We will work with regulators to make sure markets 
deliver better consumer outcomes.

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/excessive-prices-for-disengaged-consumers-a-super-complaint-to-the-competition-and-markets-authority/
https://assets.publishing.service.gov.uk/media/5c194665e5274a4685bfbafa/response_to_super_complaint_pdf.pdf
https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/the-loyalty-penalty-in-essential-markets-one-year-since-the-super-complaint/


●

●

research

 has shown

●

●

●

●

Making markets work for consumers

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/a-price-of-ones-own-an-investigation-into-personalised-pricing-in-essential-markets/
https://www.fca.org.uk/publication/market-studies/ms18-1-2-interim-report.pdf
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●
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we surveyed

●

Making markets work for consumers

https://www.citizensadvice.org.uk/Global/CitizensAdvice/Citizens%20Advice%20-%20The%20market%20which%20isn't%20delivering.pdf
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Making markets work for consumers

The EHU’s statutory duties and powers to investigate 
complex complaints for consumers in vulnerable 
circumstances gives us an in-depth understanding of 
emerging issues with particular suppliers. The EHU will 
continue to support these consumers, investigating their 
issues, obtaining financial redress and helping suppliers to 
improve their services. The EHU continues to work closely 
with suppliers and policy teams to ensure policies or 
processes causing detriment to consumers in vulnerable 
circumstances are addressed.

”They are one of the best services I have ever received. 
Informative, immediate, no messing around and got 
the result needed”

EHU Customer Satisfaction Report 
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Making markets work for consumers



●

●

Picking Up the Pieces

●

●

●

●

Success storiesMaking markets work for consumers

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/picking-up-the-pieces/


submitted

 agreed

●
voluntary agreements 

●  voluntary agreements 

●  published 

Making markets work for consumers

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/excessive-prices-for-disengaged-consumers-a-super-complaint-to-the-competition-and-markets-authority/
https://assets.publishing.service.gov.uk/media/5c194665e5274a4685bfbafa/response_to_super_complaint_pdf.pdf
https://www.ofcom.org.uk/consultations-and-statements/category-2/consumers-communications-markets-mobile-handsets
https://www.ofcom.org.uk/__data/assets/pdf_file/0018/168003/broadband-price-differentials.pdf
https://www.fca.org.uk/publications/market-studies/ms18-1-general-insurance-pricing-practices-market-study


research

Better value infrastructure

●
●

●

●
●

Essential markets rely on investment in both new projects 
and in maintaining existing infrastructure. This tends to be 
funded by either consumers or taxpayers. The requirement 
to reach net zero emissions provides an added challenge, 
requiring a transformation of the economy as a whole. 

Investment must be well managed to ensure value for money 
and good consumer outcomes. In markets dominated by a 
monopoly provider, regulators need to act to make sure 
consumers are not exploited. 

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/consumer-use-of-post-offices/


research
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Better value infrastructure

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/energy-consumers-missing-billions/
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Better value infrastructure



research

previous research

This research is being 
entirely funded from outside the levy. 

●

●

Better value infrastructure

●
●

Success stories

●

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/the-state-of-the-post-office-network/
https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/the-state-of-the-post-office-network/


homeless people

A fair deal for consumers in vulnerable 
circumstances

●

●

●

energy water  found 

●

●

Consumers in vulnerable circumstances are more likely to 
experience harm in the markets for essential services. Our 
previous research showed that these consumers are more 
likely to be paying a high loyalty penalty. They can find it 
harder to access essential services. And they’re more likely to 
come to Citizens Advice for help. 

We will work to make sure consumers in vulnerable 
circumstances able can easily access good value essential 
products and services. 

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/the-postal-paradox-how-having-no-address-keeps-people-homeless/
https://www.ofgem.gov.uk/data-portal/energy-spend-percentage-total-household-expenditure-uk
http://researchbriefings.files.parliament.uk/documents/SN06596/SN06596.pdf
https://www.fca.org.uk/publications/market-studies/ms18-1-general-insurance-pricing-practices-market-study
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 disproportionately 
affected
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A fair deal for consumers in vulnerable 
circumstances

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/the-mental-health-premium/
https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/the-mental-health-premium/


A fair deal for consumers in vulnerable 
circumstances

published

Success stories

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/consumer-policy-research/consumer-policy-research/counting-on-it-cross-sector-minimum-standards-of-support-for-people-with-mental-health-problems/


our research

●

●

A fair deal for consumers in vulnerable 
circumstances

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/accessibility-at-post-offices/
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●

Protecting consumers in rapidly evolving 
markets

●

●

●

●

Consumer markets are changing fast. The low carbon 
transition and increase in big data will create huge challenges 
and opportunities to change and improve the way that 
markets serve consumers. Regulatory protections need to 
evolve to reflect this. We will develop and use compelling 
evidence on both technology and market design to positively 
shape the consumer landscape of the future. This will 
maximise the benefits future changes can bring, while 
ensuring that nobody is left behind.
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Protecting consumers in rapidly evolving 
markets
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●

Protecting consumers in 
rapidly evolving markets

●

●

●

Success stories

report

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/post-policy-research-and-consultation-responses/post-policy-research/a-new-redirection-how-to-make-mail-redirections-fairer-and-more-affordable-for-consumers/


Provisional expenditure 2020/21 

1,758,800



We help people overcome their problems and campaign on big 
issues when their voices need to be heard. 

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

We’re here for everyone. 
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Citizens Advice is the operating name of The National Association of 
Citizens Advice Bureaux. Registered charity number 279057. 


