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Thank you for your interest in this critical role for Turn2us. We are looking forward to hearing from 
people who share our deep commitment to supporting those who are facing financial shock in the UK. 
Your contribution will make a direct and tangible difference to people’s lives, every day.

Since I started at Turn2us in March 2019, it has been a privilege to see the incredible work that Turn2us 
does. We support millions to change their lives for the better, every year. The level of organisational 
knowledge about our core business is extensive – we really know our stuff. And there is a very 
short distance between impulse and impact: the freedom to act in simple, pragmatic ways that are 
immediately helpful is a significant aspect of the rewards of working here.

Our overall ratio of investment to out turn is well above average. One good example is our Benefits 
Calculator, which costs around £350k per year to run. Used nearly 2.8m times in 2019/20, we believe 
that 232,000 claimants will have successfully secured an average income uplift of £5,320 if they continue 
to claim for a full year. That is a staggering £1.2 billion of previously unclaimed benefits going to where
they were intended.

Of course, many of our activities are by their nature about people helping people, one individual or 
one family at a time – and we know that this work is amplified incredibly effectively by our strong 
partnerships with other charities and organisations working in local communities. A key priority for 
the future  is to enable the organisation to understand how to do so and devise a plan to maximise our 
impact with and for people and to tackle the system that fails so many of us.

Our culture is a very significant pull factor for people joining this organisation – how we are being, 
just as much as what we are doing. Our approach is infused with a sense of highly competent humility, 
facilitating and enabling colleagues, partners and crucially those for whom we exist to co-create 
solutions that work.

In the context of some important conversations taking place in our sector, I am unequivocal about 
our organisational commitment to Equity, Diversity & Inclusion, embedded in values and behaviours 
that enhance our working culture. An uncompromising personal commitment to working towards 
a fully diverse and inclusive working environment is essential for these roles, and comes ahead of 
other requirements.

The last year has been extremely challenging for people across the UK. The number of people in 
unpredictable employment, holding down several jobs to make ends meet, and the impact of Covid’s 
lockdown has led to structural instability in many communities. The rapid rise in foodbank usage is a 
canary in the mine for fundamental problems ahead. So, working with partners, we have to grow our
impact, and this recruitment is a major investment in the strength and capacity of our staff as we build 
a model that will take us confidently into the future.

Thomas Lawson, 

Chief Executive Officer 
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The Customer Experience Manager leads the strategic and editorial design of the information journeys 
for all our programmes. 

We know that the people who most need our help and support during a financial crisis following a life 
event are likely to be marginalised by intersectional issues rooted in race, social capital, geography, age, 
disability, gender, LGBTIA+ and much else.  Facing multiple social injustices makes it harder for people 
to cope with financial crises.

Turn2us’s purpose drives us to provide these people with easy access to money, information and 
meaningful referrals to onward support so they can get back on their feet, build resilience, move 
forward with their lives and thrive. 

We will achieve this through delivering co-produced integrated programmes centred around welfare 
benefits, income maximisation, referrals to other service partners and user empowerment. These 
programmes will be delivered through building a deep understanding of customer experiences, the 
customer journeys they need to take to meet their needs and goals, and how Turn2us forms a 
supportive part of those journeys. This means that the Customer Experience Manager will work closely 
and collaboratively with colleagues in the Information Programmes team, in the wider Programmes 
and Partnerships’ Directorate Team and with stakeholders inside and outside of the organisation.

The CE Manager leads a team of two Content Developers and a Community Advisers Information 
Officer. 

Michael Clarke, 

Head of Information Programmes
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Job title: Customer Experience Manager

Department: Information Programmes

Reports to: Head of Information Programmes

Location: Head Office, Hammersmith, London W6 7NL & homeworking 

Purpose of the role: The Customer Experience Manager leads the 
strategic and editorial design of the information journeys for 
all our programmes.

Recruitment Pack

Customer Experience Manager

Key responsibilities and accountabilities:

1. Editorial and creative leadership for co-produced customer 
journeys delivering relevant, timely information and support 
through channels including, but not exclusively, web, social, 
video, print, chatbot, email and the Contact Centre to work 
with customers building their long-term financial security.

2. Lead on the development of an organisational customer 
experience approach to information programming rooted in 
social justice  with a rights-based approach including clear 
Equality Diversity & Inclusion, wellbeing, accessibility and 
safeguarding lenses.

3. Lead on the development and delivery of Turn2us 
Information Quality Standards in line with our rights-based 
approach, values and commitment to co-production across 
Turn2us and support colleagues in applying them. 

4. Build collaborative relationships internally and externally 
and particularly in Programmes and Partnerships, Insight & 
Impact, Digital & Design and External Affairs, and supporting 
external partners, centring the experience, needs and 
journey of the customer at all times.

5. Line manage the work and development of the Customer 
Experience team members.

1. Editorial and creative leadership for co-produced customer 
journeys delivering relevant, timely information and support 
through channels including, but not exclusively, web, social, video, 
print, chatbot, email and the Contact Centre to work with 
customers building their long-term financial security.

— Work with Programmes and Partnerships (P&P) colleagues 
and the Head of Information Programmes (IP) to define 
customer experience journeys addressing the financial 
security needs of our audiences.

— In collaboration with co-production partners, external 
partners and subject experts, lead the Customer Experience 
team in turning customer experience journeys into 
compelling information content in line with our 
organisational values, co-production commitments, Equality 
Diversity & Inclusion, wellbeing, accessibility and 
safeguarding lenses.

— Regularly review the relevance and accuracy of all 
information, always being prepared to question and improve 
and seek inputs from benefits advisers and other subject 
experts.

— Set up processes to review the effectiveness of customer 
journeys working in partnership with the Impact and Insight 
team and Digital team  and implement recommended 
changes and updates.

— Be attentive and responsive to the complex, constantly 
changing needs of customers without compromising on long 
term organisational goals. 
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2. Lead on the development of an organisational customer 
experience approach to information programming rooted in social 
justice with a rights-based approach including clear Equality 
Diversity & Inclusion, wellbeing, accessibility and safeguarding 
lenses.

a. In collaboration with the Insight and Impact team and co-
producers, deploy insights, data and research from internal 
and external sources to achieve a deep understanding of the 
understanding of the different, overlapping segments of our 
customers, their complex needs, and how they use and 
interact with our integrated programmes.

b. Lead on the development of outcomes-driven, customer 
experience journeys and to shift power to customers 
addressing financial crisis and related issues in the context 
of integrated Turn2us programmes.

c. Work closely with the Safeguarding Manager to ensure that 
our customer journeys support people’s safety.

3. Lead on the development and delivery of Turn2us Information 
Quality Standards in line with our rights-based approach, values and 
commitment to co-production across Turn2us and support 
colleagues in applying them.

— Lead the co-production of an Information Quality Standard 
project that promotes customer rights, shifts power to 
customers and supports our values.

— After delivery, continue to review and evolve the adopted 
standard and promote its use and value with partners and 
across the sector

— Work with the team to ensure our content and customer 
experience journeys are always up to date and as effective as 
they can be.

— In collaboration with other content managers, and teams, lead 
the re-framing or sunsetting of legacy resources and content 
in ways that are most appropriate for a given channel and 
audience.

4. Build collaborative relationships internally and externally and 
particularly in Programmes and Partnerships, Insight & Impact, 
Digital & Design and External Affairs, and supporting external 
partners, centring the experience, needs and journey of the 
customer at all times.

— In collaboration with the Digital Innovation Partner, meet 
customer experience objectives through piloting new tools and 
techniques to support specific customer audiences and needs.

— Maintain an engagement with current thinking and ideas 
about customer experience design and be a conduit for new 
and innovative thinking in this area.

— Draw on the expertise of other Turn2us teams to identify new 
and compelling ways of telling our information stories.

— Work closely with the Contact Centre to identify candidate 
customer journeys for ‘digital shift’ and lead the process of 
specifying and delivering those journeys in a digital customer 
experience context.

— Support the Community Information Programmes Officer in 
developing e-learning resources and building partnerships 
through Local Programmes, the work of the Information 
Partnerships Development Officer and the Corporate 
Engagement team.

— Work with the programme leads across the P&P team to ensure 
that customer experiences are coherent and relevant across all 
programmes.

5. Develop, empower and motivate Customer Experience team 
members to deliver the best information and support possible for our 
customers.

— Own the management of co-production partners and support 
team members in their facilitation of co-production partner 
engagement in our programmes.

— Create a collegiate, collaborative team culture where colleagues 
take responsibility for their work and its outcomes, feel 
supported and able to grow their skills.

— Understand and act upon Turn2us policies and processes, 
particularly relating to safeguarding,  our values, EDIB and our 
commitments to systems change.

These are the normal duties, which the Charity requires from the 
position. However, it is necessary for all staff to be flexible, and all 
employees will be required from time to time to perform other 
duties as may be required by the Charity for the efficient running 
of the charity.  This Job Description is non-contractual. It will be 
reviewed from time to time and may be subject to change. 

At Turn2us, we are committed to protecting personnel, children, 
adults, and service users from any harm arising from each other, 
themselves, our activities, or organisational failings whilst in 
contact with us. The post holder will be required to follow the 
safeguarding policy and will be responsible for integrating 
safeguarding into all aspects of their work.

The post holder will be expected to ensure that their work 
complies with contractual terms and conditions, the Charity’s 
policies and procedures and key legislation, such as data 
protection and charity law. 
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Skills: 

— Can deploy a strategic approach to digital content, journeys 
and technology

— Excellent written, editorial, presentation skills

— Relationship management

— Project management 

— Able. to quickly learn and make use of digital tools as a power 
user

Knowledge:

— Broad understanding of customer/user experience principles

— Excellent understanding and experience of applying 
web/digital accessibility

— Has used and worked within a variety of project management 
contexts

— (Desirable) domain knowledge relating to the 
poverty/financial/housing/debt sector or similar

Experience: 

— Considerable experience of leading the delivery of customer 
journeys and/or information programmes in a digital context

— Experience of co-production (desirable)

— Good understanding of audience motivations and profiles

— Experience of poverty themselves or of tackling poverty

Personal Attributes:

— Collaborative, facilitative leadership style

— Is collaborative and partnership focused

— Exercises initiative and originality to improve approaches and 
processes

— Creatively applies knowledge gained from previous experience

— Is sensitive to needs of digitally excluded customers

Turn2us is fully committed to equity, diversity and inclusion in 
our sector. We want this to be reflected in the diversity of the 
people who work for us and we are particularly interested in 
applications from people from all backgrounds.

Person specification

Blair, Turn2us service user.
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Annual Leave

— If you join us at Turn2us, you will start on 25 days annual leave 
per annum (prorated for part time workers). Each year in the 
month you joined, you will receive an additional years leave up 
to a maximum of 30 days. On top of this you will receive bank 
holidays. 

Volunteer Days 

— The charity offers 2 volunteering days per year to allow staff to 
gain experiences and skills outside of work. Examples could 
include volunteering at a food bank , helping in a school or 
becoming a trustee at another organisation.

Employee Support

— Confidential counselling line provided through Provided 
through our employer's liability insurance policy with Zurich.

Flexible Working 

— Flexible working patterns both in terms of hours and remote 
working available for employees allowing greater freedom in 
how work and home life is balanced.

Staff Benefits 

Commitment to 
diversity & inclusion

We welcome applications from anyone regardless 

of their age, experience, disability, ethnicity, 

heritage, sexuality, gender and socio-economic  

background. We particularly welcome applications 

from disabled candidates, trans people 

and black, Asian, and minority ethnic candidates, as 

these groups are underrepresented within our 

organisation.

Turn2us is deeply committed to inclusive working 

practices, so during the application process we 

commit to:

— Paying for childcare whilst you’re at Turn2us interviews 
where these take place in person.

— Paying for your travel costs to the office and back 
for interviews.

— Making any reasonable adjustments.

— Providing this document in a Word document format 
readily available to download.
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If you are interested in applying, please, please click on this 
Link  which will take you to our Applied platform, which 
supports Turn2us to recruit people free of bias. As part of 
the recruitment process, you will be asked to complete some 
questions which are linked to the requirements for being 
successful in this role.

You will also be asked to submit personal details including 
diversity data. All diversity data will be treated as confidential. 
Those involved in the selection process will NOT have access to 
it. The information given by candidates will be solely used for 
the purpose of improving the recruitment process.

Turn2us is an equal opportunities employer and welcomes 
applications from members of all communities. It is committed 
to equality of opportunity, inclusion and diversity. We 
encourage and welcome applications from all parts of the 
community regardless of age, disability, sex, gender 
reassignment, sexual orientation, pregnancy and maternity, 
race, religion or belief and marriage and civil partnerships.

Recruitment Pack

Turn2us particularly welcomes applications from those 
who have had experience of poverty themselves or of 
tackling poverty.

At Turn2us, we are committed to protecting personnel, children, 
adults, and service users from any harm arising from each other, 
themselves, our activities, or organisational failings whilst in 
contact with us. More information on our safeguarding policy 
can be found on our website. The behaviours and standard we 
expect of staff and how these link with our values can be found 
in our Code of Conduct.

Please let us know if you will require any special provision as 
a result of any disability should you be called for interview.

Noemi, Turn2us service user.

https://app.beapplied.com/apply/ukyamw9dul
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How we work

We help people in three principal ways. The largest of these by expenditure is giving 
direct financial help through our own charitable grants. In 2019/20, we disbursed over 
£3.6m to 2,992 people.

The impact of a timely small grant can be extraordinary: for example, someone 
without a washing machine is likely to spend over £1,100 annually at the laundrette. 
With a washing machine, they will spend around £64 in the same period on electricity. 
Recent evaluation showed that the emotional benefit of receiving support was just as 
vital as the grant itself.

Our other activities focus more on chronic than acute poverty. Here, we support 
people to increase their income through welfare benefits, charitable grants and other 
support; and we help by highlighting ways to reduce essential costs. Our advice 
and signposting are available online, by phone and in person and by working in 
partnership with frontline organisations and community groups we can direct  
help where and when it is needed most. And the numbers from our last financial  
year are impressive.

We also work in close 
partnership with other 
leading sector organisations 
to lead and drive campaigns, 
undertake research and 
influence government 
and policymakers to drive 
lasting change in UK 
poverty. Examples of recent 
campaigns and reports can 
be seen on our website.

Aneita, Turn2us service user.
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The need for  
our services
The surge in demand for Turn2us
services has been unprecedented
since the start of the public health
measures in the UK to deal with  
the coronavirus pandemic.

The demand for our services  
Since March 2020

Over 2 million  people have 
completed benefit 
calculations.

We have awarded more  
than

 
£3.6 million in direct 

cash grants. 

Over 991,000 people
 
have 

completed grant searches.

More than 111,000 people
 have reached out to our 

helpline.

More than 7.2 million
 
people 

have visited our website 
for support – a significant 
increase on last year.

Syeda, Turn2us service user.



Case studies 
You can read more 
about the people 
accessing our 
services here:

Hayley 

Jane 

Sanaz 
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Who are the people 
using our services?

Background reading
JRF UK Poverty 2020/21  
SCM Measuring Poverty 2019 

Further information
View our Annual Report  
& Accounts 2020/21  
View our Strategy and Purpose 

For every three men who seek 
our help, seven women do. 

Two out of three helpline users 
identify as having a disability, 
compared to between 15-20% 
nationally. 

One in three online users 
identify as having a disability.

Two out of three benefit 
calculator users live in rented 
accommodation, compared to  
20% nationally.

50% of benefits calculator users 
are in work.

77% of benefits calculator users 
earn less than £10,000.

Half of those people  
accessing our services had  
seen significant decline in  
their finances in the last  
twelve months. 

Paul, Turn2us service user.

https://www.turn2us.org.uk/About-Us/Media-Centre/Turn2us-your-stories/Hayley
https://www.turn2us.org.uk/About-Us/Media-Centre/Turn2us-your-stories/Jane
https://www.turn2us.org.uk/About-Us/Media-Centre/Turn2us-your-stories/Sanaz
https://www.jrf.org.uk/event/uk-poverty-2020-report-and-findings
https://socialmetricscommission.org.uk/wp-content/uploads/2019/07/SMC_measuring-poverty-201908_full-report.pdf
https://www.turn2us.org.uk/T2UWebsite/media/Documents/PDFs/Annual-Reports/Annual-report-and-financial-statements-2020-21.pdf
https://www.turn2us.org.uk/T2UWebsite/media/Documents/PDFs/Annual-Reports/Annual-report-and-financial-statements-2020-21.pdf
https://www.turn2us.org.uk/About-Us/Values-and-Strategy
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Our timeline

1897 1904 1948 1965

1999 2007 2008 2009

2010 2011 2012 2012

2013 2015 2017 2020

Elizabeth Finn founds
the Distressed Gentlefolks’ Aid
Association at the age of 72.

The charity receives its first 
legacy from founding Chairman, 
Colonel William Knolly, of £450, 
which is £40,000 today.

Shortly after the Second World 
War, there’s a shortage of care 
homes for older people. The 
charity buys a home in Surrey 
as well as two other care homes 
the next year.

The charity opens its first care 
home in the North of England, 
Hampden House, which was 
also the first purpose built care 
home in Harrogate.

Times are changing. Following 
talks with supporters, the 
charity changes its name from 
the Distressed Gentlefolks’ Aid 
Association to the Elizabeth 
Finn Trust in honour of  
our founder.

The number of people coming 
to us for help is increasing 
so we create a new service 
called Turn2us. The service 
sets up a website and helpline 
to help people in financial 
hardship to access welfare 
benefits, charitable grants 
and other financial help and 
trains volunteers, advisers and 
caseworkers to help those who 
need further support.

Elizabeth Finn Care wins the 
2008 Third Sector Award for 
Innovation in Grant Making.

Turn2us is formally 
reintegrated with its parent 
charity, Elizabeth Finn Care. 
The Charity reaches a major 
landmark as it has given away 
a total of £130,000,000 in direct 
grants since its foundation.

Elizabeth Finn Care wins a
competitive bid from the City  
of Edinburgh Council to 
consolidate 35 poverty-related 
funds into The Edinburgh Trust, 
a charitable fund for the people 
of Edinburgh.

The Turn2us service grows 
in size with over five million 
people in financial difficulty 
using the service – this includes 
over 100,000 calls to the 
helpline since its foundation.

The Turn2us online service 
receives the accolade of a 
Nominet Internet Award for 
being one of the best online 
charity initiatives in the 
UK.homes the next year.

The work of Elizabeth Finn Care 
continues to grow with over 350
volunteers providing face-to-
face support to those seeking 
our help.

Turn2us launches a new 
Benefits Calculator to take 
into account the greatest ever 
overhaul of the benefits system.

We integrate all of our activities
under the name Turn2us. This 
is to help us make the biggest 
impact we can for people 
experiencing tough times. We 
continue to give direct grants to 
people and their families under 
the name Elizabeth Finn Fund 
and The Edinburgh Trust.

Turn2us launches the Response 
Fund to help to help people who 
have had a life-changing event 
in the last 12 months that has 
left them struggling financially.

The charity launches its 
new purpose and three year 
strategy. This coincides with 
the coronavirus outbreak and 
subsequent lockdown, which 
we respond to by raising over
£2.4 million and awarding a 
record £1.3 million in crisis 
grants within just three months.
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Poverty in the UK

There were already one in five people 
below the poverty line in the UK before the 
coronavirus pandemic hit. However, in light 
of the coronavirus, the number of people 
struggling to get by is likely to increase as 
unemployment continues to increase and 
the economic future of our country remains 
uncertain. We know that it is the most 
vulnerable among us who will be impacted 
the most, with women, single parents, 
people with disabilities, and Black, Asian 
and other minority communities most 
disproportionately affected.

In the first 100 days following the March 
lockdown in 2020, we saw a huge surge 
in a demand for our services – an over 
500% increase in some cases. One of the 
reoccurring issues people told us about 
was that they were struggling to cover the 
basics, such as putting food on the table, 
or paying their rent and bills. In a country 
that believes in fairness and justice, we 
believe that it isn’t right that people are left 
struggling to keep their heads above water.

Around 14.4 million people live in poverty 
in the UK: 8.5 million adults, 4.5 million 
children and 1.3 million pensioners (Social 
Metrics Commission – SMC).

People with disabilities are much more 
likely to be living in poverty: half (50%) 
of households facing poverty consist of 
families containing one or more people  
with a disability (SMC).

Contrary to assumptions, unemployment 
is not necessarily a driver of poverty. 
Increasingly, it’s people in work who  
face poverty.

Recent JRF research shows that 60% 
of people in poverty in Britain live in a 
household where someone is in work. 
However, renters are disproportionately 
affected by poverty: over 85% of people in 
poverty live in rented accommodation.

Around £20bn of benefits went unclaimed 
last year, reflecting the complexity of the 
system and barriers to claiming.

Each person not claiming just one benefit 
entitlement could be missing out on over 
£2,000. In 2017/18 Trussell Trust gave over 
one million emergency food packages, of 
which over 40% were given due to ‘benefit 
delays’ or ‘benefit changes’.

At Turn2us, we are committed to working 
with others to change the poverty landscape 
in the UK. To do this, we co-produce our 
programme design, delivery and evaluation 
with people who have lived expertise of 
financial hardship. That, combined with 
 our evaluation of our programmes and  
data insight will make the development  
of all of our work – from policy influencing, 
fundraising, communications and 
programming – fit for this purpose.

Our work  
in numbers 

1 in 3
helpline users identify as having a 
disability, compared to between 15-
20% nationally.

Every year, the Joseph Rowntree Foundation 
(JRF) works out how much money you need to 
manage day-to-day in the UK. The latest figures 
show that single person needs £19,200 a year 
before tax and benefits; a single parent with  
one child needs £28,450, and a family of two 
parents and two children need £37,400. 

In the financial year ending 2019, median 
household disposable income in the UK  
was £29,400.

2.8 million
in grants were given to 2,986 people 
in financial need.

39%
of our grants were made to  
women and children escaping 
domestic violence.

2 out of 3
Benefit Calculator users live in  
rented accommodation, compared  
to 20% nationally.

1 in 3
online users identify as having  
a disability.

Half
had seen a significant decline in their 
finances in the last twelve months.

50%
of Benefit Calculator users  
are in work.

77%
of Benefit Calculator users earn  
less than £10,000.
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Turn2us and COVID-19

A virus we first heard of just a year ago has claimed over a 
million lives globally, brought cities to a standstill, and worsened 
our healthcare and economic divides. Lower wage earners 
suffered the most job losses while the stock market soared. 
In the UK some of us made £100bn of savings, whilst from 
Turn2us’s own research, we found that one in three of us now 
have to get into debt just to get by each month.

Working together we need to rebuild a more inclusive economy, 
distributing vaccines and ending the pandemic. Perhaps  
such progress also can help us address deep-rooted racism 
and inequality.

In the face of the huge increases of job and income losses and 
despite the swiftly created and largely successful Job Protection 
Scheme, furloughing and Self-Employment Income Support 
Scheme, it was inevitable that many would fall through the net. 

Grant making has become critical to stop people being swept in 
to the trap of poverty, when everything costs more.. Incredibly, 
Turn2us awarded £4 million in cash grants in response to 
the sudden increase in income loss, including more than £1.3 
million through our Coronavirus grant fund in just eight weeks, 
as well as our focussed grant-making in Edinburgh. We have 
supported a record breaking 5,000 families and individuals 
since April through cash grants alone.

During the summer we saw retailer after retailer hit the wall 
with household names like Debenhams, the Arcadia Group 
(Top Shop) and Bon Marche making tens of 1,000s of people 
redundant; while self-employed people and sole traders saw  
their order books empty. 

At Turn2us in March and April, we saw the daily use of our 
Benefits Calculator rise from 5,000 to 50,000. Since then people 
have used it over 2.8 times in order to find benefits for which 
they were eligible. We have helped more than 1.2 million people 
complete grant searches so they can find other charities who 
can support them.

The digital divide has grown with increasing numbers of
us struggling to pay for utility bills – including connection
to the internet. That’s why our information and support to
over 51,000 people through our helpline was so critical.

This year we pushed hard to change the way we designed, 
delivered, evaluated and developed our programmes – by 
integrating in a much more consistent and fulsome way the 
insights of the people for whom the programmes are designed. 
We now have a team of freelancers who have lived experience 
of financial hardship improving the impact of our work.

Our national research and insights from our own data show 
us we need to do a much better job of reaching those who 
experience financial hardship more severely and frequently. 
Black and Asian people, those who identify as disabled, 
women – particularly single parents, young people, and the 
self-employed have all experienced more significant drops in 
income, greater use of debt and all of the stress that comes with 
not having enough money to live on.

People have been extraordinarily generous. Daily Telegraph 
readers gave over £1.3m so that we could increase our 
grant making. We have built a our first long term corporate 
partnership – with Royal London We have been supported by 
Direct Line, Inflexion, Oakley Advisory and lots of individuals 
who made significant gifts for all of the work above. We 
smashed our voluntary income target to reach over £5m.

“I’m living month to month already. 
Now with no income, I don’t know 
what I’ll do”

Syeda,  
Turn2us service user

Syeda, Turn2us service user.
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Ryan’s story

Due to the pandemic, even weeks 
before the lockdown was announced 
his hours were decreased at the 
restaurant due to lack of business. 
Eventually he had to stop working 
altogether when the lockdown came 
into effect.

He was immediately left without 
income and unsure how he would get 
by, support his nine year-old daughter 
or keep up payments to his ex-partner 
with whom his child lives with. As 
he has been self-employed for a short 
period of time, he wasn’t eligible for  
the Government’s self-employment 
grant scheme.

Ryan has had to apply for Universal 
Credit instead – which won’t 
completely cover his outgoings.  
Whilst he was still waiting for his  
first payment he saw a news broadcast 
which mentioned the Turn2us 
Coronavirus Grant, and decided  
to apply.

He was awarded a £500 Coronavirus 
Grant, which allowed him to manage 
for several more weeks. He’s feeling 
much more positive about his short-
term prospects but remains concerned 
about his job in the long term.

Just before Christmas 
2019, Ryan started a 
contract consultative chef 
role for a restaurant in his 
area. He predominantly 
works contract roles 
like this to help open 
and improve restaurants 
through his considerable 
experience as a chef.

“I found myself in an 
impossible situation,  
unable to afford the  
basics. Turn2us gave 
me a lifeline with their 
Coronavirus grant –  
helping me to get by  
in this crisis”

Ryan,  
Turn2us service user

Paul, Turn2us service user.
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