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Spotlight

On Research and Campaigns

Hello All,

Welcome to the January 2026 edition of Spotlight. This issue includes an overview of
housing issues that clients have bought to our attention, as well as a snapshot of energy
concerns and where you can signpost people towards if they are experiencing issues
with paying their energy bills.

In relation to our ongoing campaigns, we provide a brief overview of our work on Digital
Exclusion in 2025. This is an ongoing concern that we will continue to raise awareness of
going forward. We also highlight how each of our campaigns takes equity, diversity and
inclusion into consideration and underpins everything that we do.

We hope that you enjoy this issue and welcome any feedback that you wish to share.
Best wishes,

Sean Betts

Communications Officer, Citizens Advice South Lincolnshire
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Problems with housing.
(Peter)

Housing remains one of the top issues that concern our clients. Despite extensive building of new
houses in our area, finding decent, affordable rented accommodation is a real struggle. Housing
Association and Council rented housing is in limited supply with long waiting lists. People on low
incomes often must opt for less than satisfactory solutions to their housing needs. Here is a
sample of some of the experiences of clients we have helped in recent months.

An email enquiry from a client expressed concern about a council house near to her in
North Yorkshire that had been left empty for a year. The client thought that it was unfair to
leave the house to decay when local families were desperate for housing. The client was
advised of how to make a formal complaint to the council.

A client from Stamford was rehoused by the council into a Housing Association home in

June 2025. She was disappointed that there was rubbish
l ()\oo

still in the home from the previous occupant, that the fence
S

panels in the garden were not secured properly and that a
window catch and an extractor fan were faulty. The client
was advised about how to complain to the Housing
Association.

A client from Grantham area told us that she is living in
privately rented housing, which is too small for the family
and is in disrepair. She said that she and her husband had
applied to go onto the housing register ten years ago and
were placed in Band 3. The client was advised to update her
application as her level of priority should be higher in her
current situation.

Numerous clients have requested help with applying to join
the housing register in our area. Such applications usually
must be completed online, and our clients have either lacked the knowledge or confidence
to use this method. This is something that could potentially lead to digital exclusion.

A disabled client lives in a privately rented house with his partner who is his carer. The
couple had applied to join the South Holland District Council housing register several years
ago. They wanted to update their online application as their circumstances had changed.
However, they could not log in as they had forgotten their password, neither were they able
to start a fresh application. They did try to get the password reset but without success. The
clients eventually came to Citizens Advice to assist in resolving the problem.

A single mother rents her house from Melton Borough Council. Her home together with
neighbouring properties were fitted with new double glazed windows. The client and her
neighbours told the council that the windows had been poorly fitted by the firm employed for
the job. No remedial action was taken, and the client came to us for advice. She was given
information about how to make a formal complaint to the council.

An email client rents from a private landlord. Urgent plumbing work was needed, and the
client contacted the landlord to arrange a repair. The landlord said that as it was the
weekend, it would be too costly to get someone to come immediately. The client
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complained and shortly afterwards was served with a Section 21 notice for eviction. The
client was given advice about how he could dispute the unfair notice.

e A South Holland client rents privately but told us he was finding the house unaffordable as
he is currently out of work. He looked for cheaper rented accommodation but all the letting
agencies he approached told him that they could not offer him any accommodation as he
was claiming Universal Credit. The client was signposted to apply for council housing and
informed of his rights regarding being refused private rental accommodation due to claiming
benefits.

¢ A Grantham client lives in a council flat with his family. He said he finds the flat difficult to
heat due to draughty windows. He is finding that his bills for gas and electricity are very
high and difficult to afford. The client was signposted to the council to request repairs and to
complain if necessary.

e A single mother who lives and works in Grantham rents from a Housing Association. The
Carbon Monoxide monitor alarm went off, and she reported a potential problem. The gas
was then switched off. The client found herself without gas which is her means of heating
her home and hot water. The client phoned the Housing Association who promised a gas
engineer would come to fix the problem, nobody turned up so the client was left without
heating. She came to Citizens Advice and we suggested formally complaining to the
Housing Association about the situation.

It is hoped that some of the issues that our clients experience in
privately rented housing should be alleviated by the Renters’ Rights
Act 2025, which comes into force in May 2026. Among the measures
is elimination of Section 21, no fault, evictions and making
discrimination against potential tenants claiming benéefits illegal. For

. further details see https://www.gov.uk/government/publications/quide-
to-the-renters-rights-act/quide-to-the-renters-rights-act

How to get help.

If you or anyone you know needs help with housing matters or anything
else, they can contact us using our free Adviceline number,

0808 278 7996.

Both our website, Advice Guide
https://www.citizensadvice.org.uk/housing/, and Shelter,
https://england.shelter.org.uk/ provide useful information about housing
issues.
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Energy Issues.
(Peter & Sean)

Affording to keep warm this winter.

The recent cold winter weather has resulted in many enquiries and pleas for
help from clients who tell us they cannot afford to pay for gas and electricity
for heating and lighting. The high cost of energy, the increasing cost of living
and poorly insulated homes all contribute to the problems. Here are some
examples that illustrate the situation.

e A disabled South Holland client who is unable to work due to poor This Photo by
. . . . I Unknown Author is
health told us he is struggling to afford his energy bills and is in licensed under CC
significant arrears. He tries to limit his heating as far as possible, but
the cold makes his arthritis more severe. The client was referred for debt and energy advice
to try to address the problems.

e A South Holland pensioner lives in a village that has no gas supply. He uses oil for heating
and hot water, but his oil tank was nearly empty, and he had no spare money to afford a top
up. We were able to help him to apply for a Heat Foundation Grant to assist in buying the
oil.

e Arecently bereaved South Holland pensioner phoned us. She relies on prepayment meters

to supply her gas and electricity, but due to her reduced income, she was

struggling to afford the top-up. We were able to provide short term help in
the form of financial assistance and provide advice of energy saving
measures.

e A South Kesteven client is currently on maternity leave, reducing the

family income. Although her partner works, the couple are finding it a

struggle to afford essentials including energy. They have prepayment

meters fitted but topping them up is expensive. They have tried to
economise, but this leaves the house cold for the family. They were helped
with financial assistance and tips for reducing energy use.

e Asingle pensioner is a council tenant, living on a limited income. He told us he had fallen
behind with his energy bills and owed British Gas over £600. We were able to advise him
about the Warm Home Discount he should be getting from British Gas and grants that are
available.

e A Grantham pensioner in his 80s told us he was worried about being able to afford to heat
his home. He has resorted to just heating just one room to save energy costs. We were
able to provide energy advice including how to get the house better insulated and a boiler
upgrade through grants now available.
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Getting free energy advice.

As part of our advice service, we can provide support with energy-related issues, including:
e Energy-saving tips to help reduce bills.
e Help searching for grants and other financial support.
o Dedicated support for people using pre-payment meters.

« Specialist debt advice for those experiencing hardship with gas and
electricity bills.

If you need support or advice, please contact Adviceline to speak to an
adviser and arrange an appointment.

Phone Adviceline: 0808 278 7996 (Monday to Thursday, 10:00am — 4:00pm)

Digital Exclusion Campaign: 2025 in Review
(Sean)

Throughout 2025, our team has continued to work on raising awareness of digital exclusion and
the impact it can have in terms of creating barriers to accessing services. We have commented on
committee reports and strategies, framing them in local contexts and issues e.g. rural connection
issues, bank closures/access to cash and equity diversity and inclusion.

Alongside this, we have highlighted how a lack of skills and access to technology can create digital
exclusion, especially in a climate where devices often must be upgraded to remain secure.
Furthermore, we have seen in 2025, with Windows 10 being phased out, calls to upgrade
technology become more prominent. These have been punctuated by instances of parts of the
internet going offline for some time, leading to loss of productivity and access to services. We
called for a robust infrastructure to be put in place so that everyone could be digitally included.

We have also outlined the potential risks that digital exclusion could pose in a health-related
context by highlighting how widespread severe outages may potentially affect digital healthcare
systems, such as telephone lifelines.

As we move into 2026, we will be writing up the analysis of our Access to Cash research and
continuing to raise awareness of digital exclusion and the effect that this could have on some of
the most vulnerable people within our communities. We will also continue to collaborate with
partner organisations to alleviate digital exclusion wherever possible.
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EDI and Research and Campaigns at CASL
(Sean & Mary)

The following is a breakdown of how our projects within the R&C team address EDI (Equity,
Diversity, and Inclusion) considerations and help make our work accessible and equitable.

Digital Exclusion

The aim of this project is to raise awareness of digital exclusion and how it can negatively impact
our clients. Evidence forms indicated that older clients particularly were at a disadvantage due to a
lack of access to technology and skills. This has been exacerbated by forms moving online, and a
lack of in-person services. However, there have been positive steps taken. This year, we raised
awareness of a number of digital exclusion issues that provided barriers to accessing community
services. We also worked to produce a directory that we could share internally at CASL with our
advisers. This directory showed possible signposting agencies and partner organisations that we
could direct clients to who were experiencing digital exclusion.

Insight/Spotlight

The aim of these newsletters has been to raise awareness of issues affecting our clients locally
and possibly nationally. Spotlight is distributed electronically to our stakeholders and back issues
are available on our website. Insight is also distributed electronically but is available physically in
all of our offices. We also aim to increase the visibility of Insight to groups that may not generally
engage with CASL by regularly reviewing our distribution list and inviting contacts made at events
to receive Insight and Spotlight. Both publications are presented in formats that maximise
readability. e.g. legible font size, appropriate colour pairings and understandable language.

Gambling Harms

The aim of this project was to raise awareness of different types of mediums/formats where people
can be exposed to gambling related behaviours and environments e.g. gaming communities,
investing, bookmakers, and things that might not necessarily be considered gambling or be difficult
to regulate (scratchcards).

There were several EDI considerations to this project. Gamers for example, can be younger
people so the types of topics articles we featured in Spotlight will resonate slightly different
demographics.
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We also recognise that not all gambling will be online and that some betting related behaviours
occur offline. We made sure to cover these types of formats to make the project as far reaching
and increase its significance to wider audiences.

Our survey looking at the emotional impact of gambling was also shared in both online and
physical formats. Paper copies were distributed to clients attending our offices as an optional
survey to help us complete this research.

Our findings were published in the Summer/Autumn 2025 edition of Spotlight.

Access to Justice

The Access to Justice project looks to increase accessibility to legal support for the most
vulnerable and disadvantaged within South Lincolnshire. We have been able to set up working
relationships with University legal clinics to ensure that clients can get 30 minutes of free legal
advice either online or by phone. Previously, our clients may not have been able to access any
support at all. For those who lacked access to a phone or the internet, they could use the facilities
in our offices. The need to travel far is eliminated and digital exclusion is addressed.

In 2025, we sought to reconnect with our legal clinic contacts to ensure that our information
around services, legal areas that they could help with, and contacts were up to date.
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Find us on Social Media
(Sean)

We continue to post topical and relevant information around getting support during the cost-of-
living crisis, volunteering opportunities, information about our
fundraisers and more!

We have also launched a revamped LinkedIn page, where we share
volunteer, vacancy, and other relevant information. If you are
interested, please connect with us.

https://www.linkedin.com/company/106559287

Our social media following and engagement has increased. Facebook
is still important in sharing information about developing Research
and Campaigns issues. We are in the process of growing our
LinkedIn audience and establishing ourselves on this platform. Keep
a lookout in the coming weeks and months for content related to the
difference that we make in our communities.
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Evidence forms October to December 2025.

These are forms filled in, electronically, by our assessors/advisers after interviewing any client who
comes to us with an issue of unfairness. The forms are monitored both by the CASL Research and
Campaigns team and by national Citizens Advice. The issues are in order of number of Evidence
Forms received during the three month period, October to the end of December.

Type Number
Utilities 47
Consumer 38
Housing 23
Benefits 18
Employment 13
Universal Credit 12
Immigration 9
Other (all digital exclusion) 8
Legal 7
Finance 5
Debt 4
Discrimination & Hate 4
Travel 3
Relationships 2
Education 2
Charity & Food Banks 1
Tax 0
Health 0
Total 196
Contact us.

We hope you found this edition of Spotlight of interest. If you wish to
contact the Research & Campaigns team with questions or comments,
please use the email, randc@citizensadvicesouthlincs.org.uk
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