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Mission & Aims

The relief of poverty of the inhabitants of Middlesbrough, Stockton-on-Tees,
Hartlepool, and Redcar & Cleveland (Teesside, Old County of Cleveland) by: -

-Ensuring that individuals do not suffer through lack of knowledge of their rights and
responsibilities or of the services available to them, or through an inability to express

their needs effectively.

-Combating urban deprivation, unemployment, discrimination, and social exclusion.

Equality and Diversity Policy

CHAC Equality and Diversity Policy applies to all beneficiaries, employees, funding

bodies, host employers, partner organisations, sub-contractors, executive
members, and volunteers.

CHAC aims to ensure that its services are equally available to all people, regardless of
their race, sexuality, gender, or disability. The centre is accessible for wheelchairs,
with ground floor interviewing and disabled facilities, interpreters available on
request, easy parking, near the main bus and train stations. Telephone, internet, and
home visit advice services are available.

The executive members and all staff have a responsibility and commitment.

to be pro-active in promoting and celebrating diversity, and tackling

unlawful discrimination through a wide-ranging plan of action and by working.
hard to secure a truly inclusive environment, creating better working relationships.
in an atmosphere of inclusion by all, for all.

Main office and all hubs are accessible for wheelchairs, ground floor interviewing.
Interpreters on request and disabled facilities.

Environmental Strategy

All Partners, Agencies, and Beneficiaries are actively encouraged to be committed to
environmental sustainability and the prudent use of natural resources. All those
participating in CHAC’s services adhere to CHAC recycling policies of all waste such as
paper, glass, plastic, and ICT related items. Volunteers and trainees are encouraged
and paid for using public transport. The Charity has achieved 99% of its paperless
target.
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Access to Services

All services free of charge including representations.

Telephone: 01642 254544
Hub appointments 01642 802303
Email: advice@chac92.co.uk
Website: http://www.chac92.co.uk
Facebook: https://www.facebook.com/groups/2506018839709053
Twitter: https://twitter.com/AdviceCleveland
YouTube: https://www.youtube.com/watch?v=0BCT-b9{Ga8
Opening Times: Monday — Friday 09.00-17.00
16 Borough Road,
Middlesbrough, TS1 5DW.
Drop-in service Mondays 13:30-16:30

Thursdays 09:30-12:30

During 2023 CHAC delivered face to face welfare advice in the following local

communi

ty hubs by appointments only: -

Middlesbrough Hubs

Breckon Hill Community Centre TS4 2DS

Easterside Hub, Broughton Avenue, Middlesbrough, TS4 3PZ

Grove Hill, Bishopton Road, Middlesbrough, TS4 2RP

Hemlington Library, Cross Cliff, TS8 9JJ

Hope Foundation, 1 Grange Road, Middlesbrough, TS1 5BA
Middlesbrough House, Elm Street, Middlesbrough, TS1 2DA

Newport Settlement, St Paul’s Road, Middlesbrough, TS1 5NQ

North Ormesby Community Hub, Derwent Street, North Ormesby, TS3 6JB
Streets Ahead, 109-111 Parliament Road, Middlesbrough, TS1 4JE

The Live Well Centre, Dundas Shopping Centre, Middlesbrough, TS1 1HR
Thorntree, Birkhall Road, Middlesbrough, TS3 9JW

Redcar and Cleveland Hubs

= Tees Valley Women’s Centre, Upper Albion Street, South Bank TS6 6XG,
however the service ceased here on 31 October 2023 and on 6 November 2023
moved to two new hubs below:

= Skelton Library, Coniston Road Skelton-in-Cleveland, TS12 2HP

= South Bank Library, 248 Normanby Road, TS6 6TD.
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Essential Information

Working Name: CHAC

Organisation type: Charitable Incorporated Organisation (CIO)
ClO No: 1152785

Date of Registration as CIO 09 July 2013

Governing Document: ClO-Constitution registered - 09 July 2013
Year-end /accounts: 31 December

Charity Correspondent: Miss Naomi Smith Secretary

16 Borough Road
Middlesbrough

Cleveland

TS1 5DW

Tel: 01642 254544

E-mail: naomi@chac92.co.uk

Other information
Date of starting as a charity ~ 05/11/1990
First Registered as a Charity ~ 25/10/1993
Converted to a CIO 09/07/2013.
Trustees

Our Board of Trustees is responsible for the overall governance and strategic direction
of us as a charity. The Board accepts ultimate responsibility for the sound professional,
legal, and financial management of CHAC. The Board agrees our vision and values, sets
overall strategy and policies for all key activities, oversees its implementation, and
monitors progress. The trustees identify and review the risks to which the charity is
exposed, and ensure appropriate controls are in place to provide reasonable assurance
against fraud and error.

The trustees meet on a quarterly basis to discuss issues of importance such as
organisation performance, administrative issues, budgeting issues, quality
assurance, staffing levels, financial targets, and any other matters. The trustees
also meet twice yearly in extended meetings for policy reviews and equal
opportunity audits. Staff meetings take place every week and focus on current
issues and staff welfare. The minutes of staff meetings are sent to the trustees for
reviews and actions, also minutes of trustees’ meetings and actions to be taken are
circulated to all staff, and therefore there is continuous feedback between staff
and trustees. If the charity is not working as expected, the Centre Managers will
call the trustees for an extraordinary meeting where such problems will be
discussed, studied, and a recommended course of action agreed upon.
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Members of the trustee board

Mr Malcolm Bateman BA Hons, PGCE (Chair).

=== Appointed as Chair on 25/01/2017. Started as a Civil Servant then
. following graduation moved into tutoring and lecturing, from pre-
entry to undergraduate level, in a variety of subject areas, including
working within the charitable sector. Employed by Middlesbrough
. Council since 2006, with experience in Housing and Council Tax
/' Benefit (IRRV Level 3 qualification), six years as a Welfare Rights
e , Officer, before moving into Complaints and Corporate Support
: within Democratic Services. E-mail: malcolm@chac92.co.uk
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Ms Naomi Smith BA Hons, MA (In education -trauma informed practice).

Started her career volunteering at CHAC providing Welfare Rights
advice, through a scheme set up by the local job centre as a young
single mum of one. Naomi then returned to education and
completed an access course at a local college followed by BA degree
& in Social Work at Teesside University. Elected as a trustee in 2006. In
2021 she made the change from working in domestic abuse support
to working as a social worker in North Yorkshire. She supports

; vulnerable families from a whole range of backgrounds who require
social work interventions to remain safe and happy, working with those in need.
E-mail: naomi@chac92.co.uk

Mr Bernard Brydon

Started his career volunteering at CHAC in 1992. Appointed as a
trustee in 1999. Has 30 years’ experience helping and advising
vulnerable and elderly people in the housing sector who have a
variety of needs; including homelessness, substance abuse, mental
health, domestic violence and ex-offenders. Currently a floating
officer with Stockton on Tees Borough Council, assisting homeless
and vulnerable clients in securing permanent accommodation and making it a home.
E-mail: bernie@chac92.co.uk

Mr Graham Williamson BA English

Started his career as a welfare rights advisor at Hartlepool CAB in
2007. Graham has an extensive experience working with vulnerable
people in the Charitable Care and Health Sectors. Focusing on
effective patient care, with special interest in technological advances
and changes in healthcare regulations. Graham was appointed as a
trustee on 15/03/2017. E-mail: graham@chac92.co.uk
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Joint Centre Managers

The day to day running of CHAC is shared between Mahmoud Shehata and Leona
Gellatly and all the decisions are made collectively. This job sharing is working well
and is cost effective, it brings 23 years’ experience of working together as well as
complementing each other’s varied experience. Every other week the Joint Centre
Managers hold a staff meeting whereby all staff give their feedback, and final
decisions are made.

Mr Mahmoud Shehata B.Sc. Hons, DMS, MBA, MBIM, (Joint Centre Manager).
Strategic management and fundraising pedigree with strong
national exposure, 41 years’ business management experiences,
an active member in various local and national consultation
| groups. Joined CHAC in 2001 as an independent fundraiser, and
| through the years he teamed up with the late Mick
Cunningham, the founder of CHAC, and jointly developed CHAC
to what it is now. After the retirement of Mick Cunningham in
2014, Mahmoud was appointed by the trustees as the Charity’s
acting CEO until the end of 2016, and Joint Centre Manager in Jan 2017. Mahmoud
manages the charity resources, including fundraising, maintaining the charity’s
seamless service and its commitment to quality and meeting clients’ needs
throughout Tees Valley. E-mail: mahmoud@chac92.co.uk

Miss Leona Gellatly

Level 5 Diploma in Leadership in Health and Social Care, (Joint
Centre Manager). Started her career with CHAC in 2000 and
moved up the charity management ladder to become a
Welfare Advisor in 2003 while studying Social Security Policy &
Practice at Teesside University, a Senior Supervisor/Caseworker
in 2006, and the Centre Manager in 2014. In October 2015
Leona took maternity leave and returned back in Aug 2016 on a
part-time basis as a Joint Centre Manager maintaining access
to services, the charity accreditations, staff management,
commitment to quality, and meeting client. needs. From November 2021 Leona
returned on a full-time basis.

E-mail: leona@chac92.co.uk
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Staff during 2023

8 (total combined hours worked 296)
2 (total combined hours worked 42.5)
9.2

Full time paid staff:
Part time paid staff:
full-time equivalent

Volunteers 14 (Placements and regular)
Health & Safety Consultant 1
IT Consultant 1

Average income:

Senior staff and volunteers

Lucas Ainsworth- BA(Hons)
Margaret Foster-LLB (Hons)
lan Wilson-BA

Alexander Bateman

Tahira Selby

Shelly Morte

Shazana Arshad Ali -(UCACE)
Yvonne Knight

Denis Bennison

£23,175

Senior Adviser/Supervisor
Senior Adviser/Caseworker
Senior Administrator
Adviser/Caseworker
Adviser/Caseworker
Adviser/Caseworker
Adviser/Caseworker
(Passed away 2/12/2023)
Receptionist / Volunteer

IT Consultant / Tutor
Health & Safety Consultant
Media Consultant

Akram El Gabry
Val Yare
Nina Marizia Furmanek B.A.,

Independent examiner
Mr Craig Davies, ACA
Davies Tracey & Co
Chartered Accountants and Business Advisers
Swan House, West Point Road, Teesdale Business Park
Stockton-On-Tees, TS17 6BP
Tel: 01642 606003, Email: hello@daviestracey.co.uk

External quality auditors (AQS)

Recognising Excellence Limited

Unit 3, Twigworth Court Business Centre,

Tewkesbury Road, Twigworth, Nr. Gloucester

GL2 9PG.

Tel: 01452 733510 Email: info@recognisingexcellence.co.uk
Bank

Virgin Money

7 Linthorpe Road, Middlesbrough

TS1 1RF. Sort Code: 05 06 01
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Legal Advisors

Area of benefit

Who benefits.

Number of clients

Membership

Avensure Limited
South Central,11Peter Street, Manchester M2 QR

Tees Valley, which includes the following unitary authorities:-
Middlesbrough, Redcar & Cleveland, Stockton-on-Tees,
Hartlepool and Darlington, in which Middlesbrough
represents 70% of beneficiaries, Redcar & Cleveland 20%.
Stockton-on-Tees 8%, Hartlepool, and Darlington 2%.

CHAC training program for the hard-to-reach adult attracts
beneficiaries from all over the Northeast.

General public, young people, elderly, people with
disabilities, housebound, people with mental health
problems, disadvantaged/disaffected people, young
unemployed, ex-offenders, prisoners, Probation services, and
special needs training services.

For year ending 31 December 2023, the charity was
contacted 36,9615 times resulting in 3,960 people receiving
one to one advice /support, 484 signposted to other
providers, and 32,517 people receiving general advice. The
majority came from the most deprived wards in the area.
(Please see stats page 51 for full analysis.)

CHAC is a member of several national and local organisations
in particular: -

Advice UK

Child Poverty Action Group (CPAG)

NCVO (National Council for Voluntary Organisations)
Middlesbrough Voluntary Development Agency (MVDA)
National Association of Welfare Rights Advisers (NAWRA)
National Homelessness Advice Service (NHAS)
Middlesbrough Financial Inclusion Group (MFIG)

RightsNet

Middlesbrough Advice Partnership (MAP)

CHAC is a founder partner of MAP, formed in 2010 and made
up of the Middlesbrough Citizen Advice Bureau (CAB), Actes,
Age UK Teesside, Middlesbrough Council Welfare Rights Unit,
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Middlesbrough Council, and Middlesbrough Council Public
Health. The partnership creates referral routes, shares best
practice, and develops joint projects.

CHAC Community Money Advice (Debt Centre)

In September 2023 CHAC concluded an affiliation agreement
with Community Money Advice Network (CMA), giving CHAC
access to their resources, including training to provide a more
comprehensive debt and money management advice in our
local community, in particular areas of high deprivation,
through a dedicated Debt Advice Centre based in CHAC's
main town office. For more Information about CMA Network
please visit: https://www.communitymoneyadvice.com/.

Meetings, Conferences, and External Audits during the year

Trustees’ meetings 4
Trustees’ policy reviews 2
Staff (CHAC) 12
External Audits (CHAC) 4*
Middlesbrough Financial Inclusion 4
Middlesbrough Advice Partnership 4
Conferences 6
Fund Providers 12

* External audit (Health & Safety, Safeguarding, Advice quality standard and accounts)
External organisations involved during the year.

-Middlesbrough CAB

-Actes (Achieving Change Through Enterprising Solutions)
-Middlesbrough Council Welfare Rights Unit
-Age UK Teesside

-Middlesbrough Council

--Tees Valley Women’s Centre Limited (TVWC)
-Middlesbrough & Stockton Mind

-Job Centre Plus

-Hartlepool Council (ESF)

-Community Money Advice (CMA)

-Watson Woodhouse Solicitors (Housing Advice)
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Financial Conduct Authority (FCA). FRN: 627715

The charity is regulated by the Financial Conduct Authority.

Advice Quality Standard (AQS)

Quality assurance

Awarded by the Recognising Excellence Ltd, for general
help with casework in welfare benefits on the 31/07/2014
and retained on 31/07/2022 for a further 2 years. The
Advice Quality Standard comprises of a set of standards
designed to ensure a service is well run and has its own
quality control mechanisms. Meeting the AQS evidence
criteria means that the service has demonstrated the
minimum level good practice required to meet the
standard and sets a benchmark for the advice service to
build upon.

CHAC has 33 years’ experience in delivering these services
in the local community and the quality of its advice is
assured in several ways. Firstly, as a member of Advice
UK, CHAC is subject to policies and procedures as set
down by Advice UK. Secondly, through CHAC's Advice
Quality Standard (AQS) awarded by Recognizing
Excellence Ltd for general help with casework in welfare
benefits on the 31/07/14, which the charity retained on
31/7/22 through external audits. Thirdly, by the provision
of training and quality of advice assessments developed
between all the local advice providers, which ensure
uniformity and consistency throughout the local advice
work sector, and finally the charity debt advice is
regulated by the Financial Conduct Authority (FCA). CHAC
is well connected into the service environment in
Middlesbrough and has strong links into agencies such as
Job Centre Plus and housing providers.
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Policies and Procedures

The Charity has an office manual and employee handbook, which contain all
procedures and policies in line with its advice quality standard for the manual and
employment laws for the employee handbook. All policies and procedures are
updated regularly, in particular:

-Equal Opportunities -Safeguarding Children and Vulnerable Adults
-Environment -Data Protection & Confidentiality

-Health & Safety -Risk Assessment

-Conflict of Interest -Complaints Procedure

General Data Protection Regulations

The charity is GDPR compliant and registered with

the ICO (Information Commissioner’s Office)
Insurance policies in place

Professional Indemnity

Employer’s Liability

Public & Products Liability

Office

For further information contact
Senior administrator email ian@chac92.co.uk or call 01642 254544,

Yvonne Knight (6.2.1959-2.12.2023)

What can we say about the sudden loss of Yvonne Knight but how sad
we all are. Yvonne’s job title was Receptionist at CHAC, but in fact she
was so, so much more. She was one of the first people to either hear
. from, or to greet clients. “The human face of CHAC”. She strove to
ensure that clients had the best possible care during their time with us
" and many confirm this by their letters and cards of thanks. Yvonne
loved her job and made sure she left no stone unturned when helping
clients, or staff. Her relationship with staff was wonderful. She was the “Mother Hen”
to them all. She certainly kept them in check and provided great support to them. Her
death has shocked us all and it really will be hard to fill her shoes. She will be missed
so very much.
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Area Description

The context to the work of CHAC is its location in Middlesbrough, an urban area of high
deprivation. Middlesbrough has a ‘rank of average score’ of 5 (an increase of one, from
6 in 2015). This means it's the fifth most deprived local authority area in England, and
that it has become more deprived since 2015. Seven of its wards rank in the 100 most
deprived in England. Figures from the ONS show unemployment at 14.4% (second
worst in the UK after Nottingham at 14.8%) and compared to a national average of
7.8%; for those in employment. It is a multi-race community with a recent high influx
of refugees. Asylum seekers and refugees increased from 1in 220in 2015, to 1 in 145
of the local population in 2023, the largest in the UK. The area has the highest crime
rate in England and Wales (with a crime rate of 129 per 1,000 people, 2022/23 stats),
much of which is linked to drug and alcohol related issues. There are proportionately
more women in employment than men, most of that is zero-hour contracts and part-
time. Many people are caught in the credit and loan culture, which has led to the
increase of personal debt amongst local people.

The need to Level Up. The Tees Valley is a prime case for levelling up

The Tees Valley has a population of 670,000, which is 1% of the UK total, but it only
accounts for 0.75% of UK Gross Value Added. This is an output gap of 25% or £4.3bn
per annum. Prior to COVID-19, Tees Valley Gross Domestic Product (GDP) stood at
£16.1billion, the smallest economy of any city region or combined authority. In terms
of GDP per capita, Tees Valley stood at £23,815 in 2019, around 72.4% of the UK rate
of £32,876, which was the third lowest city region / combined authority area.

The output gap between the Tees Valley economy and other parts of England has been
growing wider for several years and since the closure of the SSI steelworks at Redcar in
2015, the widening of this gap has accelerated. In real terms, Tees Valley GDP shrank
by 1.5% between 2016 and 2019, the only city region/combined authority area to see a
declining economy over this time.
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The key socio-economic challenges facing the region can be summarised as:

m Gross weekly earnings are lower than the national average across the Tees Valley
and three of the local authority areas have a high level of disadvantage for this metric.

m The Tees Valley is one of the most income deprived areas in England and income
inequality across the TVCA area is amongst the highest in the country.

m The employment/unemployment rates across the Tees Valley are worse than the
national average and all local authorities are in the highest deciles of disadvantage for
this metric.

m The proportion educated to degree level or equivalent is below the national average
across Tees Valley and four of the local authority areas are in the highest deciles of
disadvantage for this metric.

m The deprivation rankings for all local authorities are in the highest deciles of
disadvantage, with two local authorities in the top ten most deprived nationally. 121
or 29% of Tees Valley’s 417 Lower Layer Super Output Areas (LSOAs) are in the 10%
most deprived nationally, almost three times the national rate.

Office for National Statistics mid-year 2021 Estimation.

Source: Office of National Statistics (Mid Stockton Redcar &

2021) Middlesbrough On-Tees Cleveland Hartlepool Totals
Estimated residents 141,300 197,400 137,200 93,800 569,700
Number of households 58,164 83,953 55,441 43,120 240,678
Residents describing their health as good 60% 61% 59% 62%

16-74 years old having no qualifications 36% 30% 35% 37%

Unemployment rate for economically active 6.2% 5% 5.2% 5.5%

Indices of deprivation 2019, score of 317 local 5 73 40 10

Authorities in England, (updated mid 2021)
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Key Services

What does the project do to achieve its purpose?

It provides one to one advice on statutory rights to anyone in need of assistance
with a focus on people who have mental or physical health conditions, are
threatened with homelessness, or are living in poor conditions. The advice covers
all range of welfare benefits available, all aspects of housing rights and debt related
issues.

It assists clients to complete claim forms, and it carries out benefit checks with all
relevant clients to identify unclaimed benefits to maximise their income and
ensure security of tenure, mental wellbeing, and to reduce social exclusion.

It provides free representation in person at appeal tribunals and before county
courts, which includes all required preparations and submissions.

It negotiates and liaises on behalf of clients with landlords (social and private), and
Local Authorities, covering a wide range of issues, including homelessness,
disrepair, rent arrears, and illegal eviction.

It negotiates on behalf of clients with creditors to agree a workable solution for
debt repayment, reduction, or getting the debt totally written off when possible.

It refers clients to other qualified suitable providers in the event that CHAC cannot
help them.

It provides outreach advisers to make home visits and carry out neighbourhood
advice sessions to people with mobility needs, mental health problems, minority
ethnic people unable to access advice because of cultural restrictions, sick or
disabled, older people, and those who have problems of a personal or potentially
embarrassing nature.

It provides training placements and support for prisoners during their resettlement
programs to remove their barriers to employment and help them to settle back in
the community.

It provides training placements and support for young unemployed at risk of

offending, and residents who are both socially and economically excluded to move
them closer to the labour market.
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What does the project do to sustain its purpose?

It will continue to make sure, through direct and indirect media, that all the people
in the community are aware of and will make use of its free advice,
representations, and training provisions when they need it, and that its service is
equally accessible to all of them.

It will continue to work with national parliamentary groups on Homelessness and
Housing needs to improve urban living and introduce affordable housing in areas of
high need.

It will continue to work with local and national partners in developing preventative
strategies for vulnerable groups, such as those in debt or living in poor conditions,
creates referral routes, shares best practice, develops joint projects, makes good
use of partners combined resources and provides an electronic forum for the
public and users to voice their views on how we can improve our services and
provisions.

It will continue to improve its human, physical, and financial resources to meet its
clients’ needs and changes in social and economic policies. The shape of work (e.g.,
outreach) will change to meet and address new circumstances as these arise.

It will continue to improve its quality of services by monitoring and maintaining its
Advice Quality Standard (AQS) procedures, staff training, clients’ feedback, and
consultation with other providers.

It will continue to develop strategies with, for, and among partner professionals
who are dealing with prisoners’ rehabilitations and young people at risk of
offending and aims to convince the statutory sector that it is more cost efficient to
provide this type of on-the-job training and employment support rather than
traditional day care or medical models of intervention, using the excellent
outcomes achieved in previous years. On average, each person excluded from the
labour market costs the health and social care sector over £30,000, a cost which
could be alleviated if programmes were in place that allowed and supported
residents who are socially excluded from the labour market to gain employment.

It will continue its diversifications of its sources of income and rely on long-term
service contracts.
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Priorities Last Year — Next Year

In last year’s Annual Report 2022, we aimed to develop and maintain our services
in a number of ways for 2023:

-Maintain all the charity accreditations and provisions. (achieved)
-Continue to provide advance training for our staff and volunteers. (achieved)
-Increase our capacity to deal with complex casework by employing

a debt/housing advisor. (Debt case worker started on 3/10/2023) (achieved)

-To improve the CHAC website. (moved to 2024)
-Continue to expand CHAC services into Redcar and Cleveland

two new hubs in Southbank Library and Skelton Library (achieved)
-Investigate possibilities to have a mobile advice unit. (moved to 2024)
-Update IT system by early 2023 (achieved)

-Complete the short film about CHAC's services by early 2023
Please see short film on
https://www.youtube.com/watch?v=0BCT-b9iGa8 (achieved)

In the next 12 months (2024), we will seek to develop our services in the following.
ways (challenges ahead and prioritise for the next 12 months).

-Maintain all the charity accreditations and provisions

-Continue to provide advance training for our staff and volunteers

-Increase our capacity to deal with complex casework by increasing number

of hours delivering complex casework

-Reduce waiting times by providing drop in services

-Continue to expand CHAC services into Redcar and Cleveland by increasing our
services in East Cleveland and South Bank to address service gaps in areas with
reduced availability.

-Investigate possibilities to have a mobile advice unit.

-Improve the CHAC website

-Improve our debt advice services by providing more debt training to our staff and
to provide a more comprehensive debt and money management advice in our local
community in particular areas of high deprivation

-Collaborating with Local Health Authorities, providing support and referral route
to their patients’ Waiting Well programmes.
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Chair’s Report

| am now into my 7th year as Chair of Trustees at CHAC and am always pleased to see
the exceptional service and dedication offered by all involved.

2023 has been no different and again we have grown and continue to support many
vulnerable people. The year has, however, been marred by the sad loss of our
colleague Yvonne who will be sadly missed.

It is wonderful to see that CHAC continues to be such an important, and indeed
necessary, source of support for those people facing difficulties for many reasons. We
have now seen the addition of a specialist debt worker which supports the community
even more as CHAC provides a service in Middlesbrough and beyond.

The offices are looking even better than before and with the friendly reception staff
always welcoming, CHAC is, as ever, a welcoming environment for what is often a very
difficult time for those who benefit from our services.

All staff, volunteers included, and trustees continue to be dedicated and proud of what
we do which is undoubtedly reflected in the level of success. Indeed, CHAC has
emerged post COVID stronger and more determined than ever.

It was also wonderful to see all the effort and time put into the production of the
video about CHAC come to fruition and receive such positive feedback. | would
strongly encourage everyone to view the video to gain an insight and feeling for what
we continue to achieve which can be found at chac92.co.uk, under the about section,
or by using this link CHAC - Serving the community since 1992 - YouTube

In continuingly difficult times, for many, the cost-of-living crisis, continuing challenges
to benefits, rising housing costs, spiralling debt, and an uncertain year ahead, to know
there is support available from such dedicated staff is in itself very rewarding.

| hope the year ahead proves to be as successful and more, that CHAC continues to
help even more people and that our support can reach a wider community beyond the
immediate locality, help is needed everywhere.

Malcolm Bateman Chair
E-mail: malcolm@chac92.co.uk
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Joint Centre Managers’ Report

During 2023, welfare benefits remained the largest advice area we delivered and
represented 92% of our workload. This gives us some of the clearest insights into the
way in which the system works and the challenges it poses. Also, it contributes to
Middlesbrough Council targets to tackle Child Poverty and Financial Inclusion by
helping those on low incomes.

Our specialist welfare benefits advice was delivered to the general public,

which includes vulnerable people with complex needs and members of minority ethnic
communities. Our specialist advice covers the full range of advice topics including in
person representation at First Tier Tribunal and assistance with preparing and
presenting cases at the Upper Tribunal.

CHAC conducts necessary research on legal matters, prepares submissions, advises
clients on the applicability of the law to their case and then makes arguments to the
relevant Tribunal or to the relevant Government department (primarily Department
for Work and Pensions or local authorities).

We can’t emphasise enough the importance of maintaining an up-to-date training
program in an everchanging political and economic environment; to that effect during
2023, we provided advanced training for our staff and volunteers to extend their skills
to cover a wider range of welfare, debt, and housing issues and increased their
capacity to deal with complex casework as well as deal with the increased number of
new clients resulting from the economic downturn.

We further enhanced their capabilities by concluding an affiliation agreement in
September 2023 with Community Money Advice Network (CMA) giving CHAC access to
their resources, including training to provide a more comprehensive debt and money
management advice service in our local community, in particular in areas of high
deprivation.

CHAC’s On-The-Job Training Project is deeply committed to providing comprehensive
training opportunities for Tees Valley residents. This project is particularly tailored to
address the unique struggles of individuals navigating through major life transitions.
The primary aim is to assist those lacking essential support to seamlessly integrate into
the labour market. Key challenges addressed include homelessness, mental health
issues, abuse, substance misuse, offending, and poverty, coupled with secondary
disadvantages like debt, learning disabilities, and a lack of employability skills.
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This project didn’t only reduce offending but to date helped 1950 beneficiaries to gain
sustainable employment and improve their quality of life. This program makes up
more than 50% of CHAC's volunteers and will continue to do so during 2024.

During 2023, 3,960 people benefited directly from our services and 3,864 people
benefited indirectly as part of the claim e.g. (spouse/partner/children), we also
responded to 32,517 general enquiries and signposted 484 people to other services
and helped 12 hard to reach adults through our training program.

39% of our clients said that our services reduced their social exclusion, 31% said it
improved their quality of life, 30% said it improved their mental health, 98% were
satisfied about the advice quality, 88% satisfied about the outcomes of their issues,
and 97% will recommend CHAC.

CHAC’s impact is significant to both the individual client, their families and dependants,
and to the wider community. We have helped secure £6.9M in unclaimed entitlements
for our clients. This has resulted in a significant reduction of worry and fear, an
improved standard of living for the recipient and a substantial impact on their
community i.e. bills being paid, rent being paid, homes being maintained, revenue to
local shops etc. The overall effect of this results in jobs being created which in turn
benefits both the beneficiary and the local community. This money would have
remained unclaimed and therefore lost to the community.

The charity also puts significant commitment of time and resources to measure the
outcomes of its provisions and tracks its performance over time and monitor specific
indicators to make sure that our provisions stay on course. (Please see pages 27-28
and 51-61 for full stats for outcomes and impacts.)

We are pleased to report that the charity complied with its Advice Quality Standard
(AQS) accreditation during 2023 by demonstrating that we are easily accessible,
effectively managed, and employ staff with the skills and knowledge to meet the needs
of our clients. The provision of an assured quality service does mean a significant
investment in staff time, resources, and employment of outside consultants to carry
out internal audits, not just at the application stage, but also on an on-going basis. We
consider this investment worthwhile, as it means the people of Tees Valley are
receiving a high-quality service, inspected, and approved by an external agency.

For the 14 year running, CHAC and partners (Middlesbrough Citizens Advice Bureau,
Age UK Teesside, and Middlesbrough Council Welfare Rights) jointly delivered welfare
advice in 11 local hubs, created referral routes, shared best practice, developed joint
projects, made use of combined resources, and provided an electronic forum for the
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public and users to voice their views on how we can improve our services and
provisions.

The Charity continued during 2023 to adapt to the evolving digital landscape to remain
competitive and engage with its donors. For IT training and development please see
page 36.

The support received from our Trustees during the year was invaluable, not just by
providing organisational support but also by engaging with our partner organisations
to prevent homelessness and isolation, and making sure that our policies are updated
and ensuring the wellbeing of everyone involved with the delivery of our services.

Our staff and volunteers have become a lifeline for many people, and we are very
grateful to them for all their hard work during this challenging and unpredictable
times. We may not be able to predict what further challenges are ahead, but | am
confident that our staff and volunteers will continue to deliver high quality, free,
impartial, and independent advice to the community of Tees Valley and help alleviate
some of the burdens.

Volunteer recruitment and retention was increasingly difficult in 2023. This is partly
due to demographic shifts, as the traditional pool of older volunteers is shrinking.
Additionally, the changing nature of work and the rise of remote employment have
made it more challenging for people to commit to regular volunteering.

For 2024 we will continue working with local partners on the design and delivery of
services to meet rising demands, look for opportunities to develop our services and
maintain our accreditations, provide the right environment for our services, make the
best use of digital tools and approaches, empower clients to self-help and address
problems before they become serious issues.

Mahmoud Shehata & Leona Gellatly
Joint Centre Managers
E-mail: mahmoud@chac92.co.uk, E-mail: leona@chac92.co.uk
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Staff and Clients Wellbeing

All our provisions support people’s wellbeing with particular emphasis on maintaining
independence, reducing isolation, and improving their quality of life. We help them to
take control or keep control of their finances during this difficult period and help to
keep them secure in their homes and allow them to focus on other issues such as their
own health or that of their family members. Our service also takes care to target older
people who are often vulnerable and may have fixed incomes if they are retired.

The Charity works closely with Middlesbrough and Redcar & Cleveland NHS Social
Prescribing teams, receiving many referrals through their Waiting Well Programme.
Patients are more likely to recover well and may even make longer term changes that
improve their health and wellbeing by reducing social and financial isolation in
particular patients living in deprived wards. CHAC helps by providing welfare, housing,
and debt advice to these vulnerable individuals at an important point in their
treatment.

Staff wellbeing has also been a focus. All our staff work from home when possible and
have the flexibility to make this decision by themselves. Happy, healthy staff mean that
they can be more productive and help to improve the quality of service we provide to
clients.

For the second year running we received a generous grant from the Tudor Trust earlier
in the year, allowing CHAC to fund a wellbeing grant to all staff and volunteers for up
to £300 each to be spent on something that would improve their wellbeing as a reward
for their hard work during the Covid 19 pandemic.

CHAC fosters a supportive culture where staff feel safe discussing mental health, and
equipping them with tools for self-education and coping strategies to reduce
depression risk.

Health and Safety

The Charity employs the help of an external health, safety, and wellbeing expert on an
ongoing basis to:

e Assess current wellbeing strategies and provisions available to employees.
e Map out, plan, and implement an effective health and wellbeing strategy.
e Improve attendance, productivity, and retention.

e Review staff feedback.

e Provide the training necessary for trustees, staff, and managers.
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The Charity Health, Safety & Welfare audit took place in Sept 2023, after which the
Charity implemented all its recommendations, and the training took place on
November 2023.

Safeguarding

Safeguarding underpins all the work that we do. CHAC follows recognised procedures
set by its Advice Quality Standard when dealing with vulnerable members of the
community. CHAC provides the appropriate training and supervision for its staff and
volunteers to ensure this safeguarding, and all its staff are DBS checked.

CHAC's strict safeguarding policies for children and vulnerable adults are reviewed
annually However, if changes are identified in the interim because of amendments to
legislation or similar, updates will be made as soon as possible.

Training and review

CHAC ensures that appropriate safeguarding training and refresher courses are
available to all staff and volunteers. The training covers directions on how to listen,
react, and record any allegations/concerns.

In 2023 the safeguarding training was delivered by Naomi Smith, an experienced
safeguarding practitioner, on the 29 November 2023. This covered the legislative basis
for safeguarding, the signs of something that would give rise to a safeguarding
concern, how to report it, and how to record any concerns or allegations. The policy
was reviewed also on 29 November 2023.

Environment

CHAC supports the development of sustainable local communities, mainly in the area
of raising awareness and understanding of the need to conserve natural resources and
the environment. Beneficiaries access opportunities to activities which support the
framework of local agenda 21 and the local council's environmental sustainability
strategy.

Graham Williamson, Trustee
Email: graham@chac92.co.uk
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Preventative Strategies, Clients’ Care, and Equal Opportunity Monitoring

CHAC is driven by its ambition to make things better for people, individually and
collectively, the power of good advice to help people solve their problems and to
change the underlying causes of problems. Our preventative strategies are to make
sure that:

1. Our advice is fit for the future not just for current issues.

We are there for people when they need us to make the biggest impact.

3. We close the gap in service delivery to reach the maximum number of people
who require our support.

4. We take early action to prevent people reaching crisis by addressing problems
as soon as they occur.

N

The above strategies influence the ways we design, deliver and where we operate our
services in a way that puts people’s needs first. We also know advice is at its best
when it gives people the knowledge and confidence to help themselves and others.
We recognise inequalities are entrenched in our society, so we work to remove
barriers and design approaches that are inclusive and meet the needs of marginalised
groups.

Our outreach and home visiting services are a key strength. This is how we reach
people across different communities and develop new ideas and ways of working. It
also means that we have a wide experience across our service, lots of opportunities to
learn from each other, and the ability to work together to have a huge impact.

We're rooted in the community and strengthened by trustees, staff, and volunteers
who lived and brought up their families within the community, extending our reach
and impact beyond the advice we give individuals.

At our heart, we’re about people helping people and from our earliest days this has
included volunteers working alongside paid colleagues. A key element of how we’ll
always operate is by the amazing power of volunteering. We’ll continue to develop our
volunteering models to maintain this contribution to our service, and the connection
this provides to our communities.

When we help people, we see the whole picture rather than one isolated problem. We
see how people’s issues interconnect and work hard to find a way forward that’s right
for them. We're proud that people trust and recommend us. We invest in this
expertise and trust and use it to shape our advice work.
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We’re good partners. We know we can only make the biggest difference for people we
support when we work alongside others. We work in partnership across our network
as one service, in each community, and with others who want to shape a society
where people face far fewer problems. We know that some of the tough challenges
that people face can’t be solved by one adviser or one organisation. This is why we
continue to forge links with organisations across the Tees Valley to address complex
challenges or deep-rooted issues.

Our 14 years long-standing partnership with Age UK, Middlesbrough Welfare Rights,
Actes, and Middlesbrough Citizens Advice continues under the Middlesbrough Advice
Partnership (MAP). This service provides advice to residents of Middlesbrough on their
entitlement to benefits (by completing benefit checks, filling forms, and similar). This is
usually in community settings such as Community Hubs and Libraries but also other
venues throughout the Middlesbrough area. The work of MAP helps to ensure that
people avoid hardship and debt by making sure that their income is maximised.

Likewise, our recent affiliation agreement with Community Money Advice Network
(CMA) which gives CHAC access to their resources, including training to provide a more
comprehensive debt and money management advice in our local community in
particular areas of high deprivation.

CHAC is also an active member of the Middlesbrough Financial Inclusion Group (FIG)
who meet quarterly to discuss wider financial issues throughout Middlesbrough and
includes a huge range of organisations, from other small charities to Middlesbrough
Council, large Housing Associations, and the Department for Work and Pensions.
Involvement in FIG helps us to make sure that our voice is heard by a wider range of
organisations and help to advocate for solutions to improve people’s lives and
wellbeing.

We have also attended meetings in Hartlepool and Redcar & Cleveland, where similar
FIG groups have been established over the last few years.

As well as FIG and MAP we have also made closer links with other local charities on a
one-to-one basis, exploring ways that we can help their clients and how they can
access our services, either delivered in house or at their venue. For instance, our highly
successful hubs based at South Bank and Skelton made our services more accessible to
clients from Redcar & Cleveland.

CHAC also participated in several national and local conferences. The objectives of
these conferences and meetings are varied, for example helping people to get a better
financial deal from their local banks and other credit providers, aiming to reduce
financial exclusion in the Northeast, raising awareness and understanding among
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members about local and national issues, and increasing access to activities which
support the framework and objectives of our national and local alliances.

We work together as a service to scan the horizon and our constant radar keeps us
alert to immediate and longer-term shifts. We use this to identify ways to respond and
create better ways to support people and advocate for change. The power of our
partnership means we come together to respond collectively, at scale, and with more
impact.

Our continuous investment in up-to-date technology, didn’t just help us to provide our
services during the Covid 19 lockdown without loss of quality and to increase our staff
capacity to meet the demand on our service but also helped identifying areas of need
(including hidden need), targeting resources more effectively, ensuring that resources
reach their targets quickly, efficiently and in ways that work best for our beneficiaries.

CHAC continued to develop its training programme for staff and volunteers using e-
learning, webinars, and external tutors to deliver essential training such as
safeguarding, health & safety and wellbeing, and data protection, and to develop staff
skills when delivering our provisions.

The above is a brief overview of the actions taken by CHAC and working partners over
the past year which, when taken together, means that we help to prevent social
exclusion, improve quality of life, and promote mental wellbeing.

Clients’ care and feedback

As part of our commitment to improving the service, we ask our clients from time to
time to complete the client feedback questionnaire form to provide our clients with
the opportunity to participate in the development of CHAC service. The questionnaires
are analysed annually to identify the trends. During 2023 the charity received 85
feedback questionnaires, several thank you cards, and many thank you gifts (biscuit
tins, tea bags... etc.) from its clients in appreciation for the help received by CHAC staff.
The table below analyses the responses received.
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How long did you wait for your initial appointment? How were you treated by Reception staff?
Less than 1 weel57% Well 98%
1-2 Weeks 37% Poorly 0%

3-4 Weeks 5% Not Answered 2%
Over 4 Weeks |1% How satisfied were you with the level of Follow up & update
Not Answered [0% Well 94%
How well did the advice received adress your issues Poorly 3%
Well 99% Not Answered 3%
Poor 0% Would you recommend us to someone else if they needed help and advice
Not Answered [1% Yes 97%
How well did we listen to what you had to say? Not Answered 0%
Well 98% Not Answered 3%
Poorly 0% Clients Feedback 2023

Not Answered |2%

Are you satisfied with the outcome of your case? Reasons for non-satisfaction

Yes 78% DWP Refusal 85%
No 13% Taking too long for appeal 5%
Not Answered (10% Not Answered 10%
Do you have any further questions or suggestions that may help us improve our level of service?

Carry on the way you are 34% Reduce waiting time 17%
Expand to Redcar and Cleveland 37% Bigger office please 12%

Testimonials

The Charity have a strict policy not to accept any gifts such as money, all types of
alcohol, tobacco, and cigarettes, or any gifts which exceeds more than £15.00 in value.
The Charity through the year received tea, coffee, and chocolate gifts as well as
hundreds of thank you cards. Below is a section of them:
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Equal opportunity monitoring during 2023

Staff and Executive Trans

members Male | Female | Gender | White | Ethnic |Disabled| Age 60+

Executive Members 3 1 0 4 0 0 1

Paid Staff 4 6 0 8 2 1 3

Volunteers 7 7 0 9 5 3 5

External Tutors 1 2 0 2 1 1 1

Totals 15 16 0 23 8 5 10

% 48% 52% 0 74% 26% 16% 32%
Trans

Clients Male | Female | Gender | White | Ethnic |Disabled| Age 55+

Clients Total

Directly and Indirectly

Benefited 3278 4499 17 6494 1330 883 3912

% 41.9% 57.9% 0.2% 83% 17% 11% 50%

Training programme (26

2021/2023. Results Trans &

for 100 trainees Male Female [GenderlWhite |[Ethnic  |Disabled |(18-25) |over)

Beneficiaries Total 54 46 0 70 30 8 58 42

(Also see beneficiary numbers, outcomes, and equal opportunity monitoring pages

51-61.)

Bernard Brydon -Trustee
Email: bernard@chac92.co.uk
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Staff Training and IT Development

Essential Training

Type Cycle Date completed Provider
Safeguarding Annual 29/11/2023 Naomi Smith BA
(Hons), MA. Social
worker with
Middlesbrough
Council
Data Protection Every Two Years Due by MOORE ClearComm.
25/8/2024 Data Privacy and
Cyber Security
Consultant
Health & Safety and | Annual 19/1/2023 Ms Val Yare
Wellbeing 16/2/2023 Consultant, Expert in
2/3/2023 Health & Safety, and
9/11/2023 wellbeing
Emergency First Aid | As required All nominated Red Cross and St.
First Aiders John’s Ambulance

training is up to
date

Aims

o Ensure clear understanding of duties and responsibilities among all staff.
« Maintain 100% compliance with mandatory legislation and associated training.

Objectives

« Establish Risk Assessments for all identified spaces, work activities, and
equipment with significant risk. Implement a mental health plan within the
people strategy, promoting awareness and enhancing wellbeing support for
staff. Ensure Equality Impact Assessments are in place for new policies where

necessary.

« Equip staff to recognise signs of abuse, respond to suspected or alleged abuse,
understand methods to reduce the likelihood of abuse, and know how to
recognise and report unsafe practices.

« Safeguard data from malicious or accidental damage, promptly restoring data in
case of loss or damage. Ensure data accessibility only to authorised personnel.
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« Provide first aid training to prevent worsening injuries, aid recovery, relieve
pain, and protect the unconscious until medical experts arrive.

Development Training Section
Aims

Our primary goal is to equip all advisors and caseworkers with the essential tools
required for precise guidance on various benefit entitlements. Training opportunities
enable them to evaluate case studies, navigate scenarios, and acquire valuable insights
and strategies to effectively assist clients through the intricacies of the welfare
benefits system.

Obijectives

« Enhance the accuracy of advice, minimise repetitive processes, and expedite the
attainment of correct entitlements for clients.

« Increase individual staff capacity and self-development, particularly in areas
such as advising individuals with dementia.

« ldentify and share best practices, promoting an anti-discriminatory approach.

o Address recommendations from performance appraisals.

« Evaluate the effectiveness of a new performance management system.

« Define clearer performance expectations (outcomes).

o Invest in staff development.

« Improve IT and computer skills to boost efficiency, support remote work, reduce
waste, and contribute to CHAC's goal of becoming 99% paperless.

How CHAC identifies staff training needs

CHAC's training needs analysis is a systematic process aimed at identifying required
training and providing details related to its implementation. This process identifies the
skills, knowledge, and attitudes that CHAC staff need to enhance performance.
Identification occurs through: -

« Discussions with staff during annual appraisals, one-to-one meetings, and staff
meetings, leading to relevant training for up-to-date knowledge and skill
development.

« Monitoring changes or updates in legislation related to benefit entitlements
advised by the Charity.

« Managerial recognition of the need for refresher training for staff and
volunteers to reduce errors and foster a culture of continuous learning.
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Networking with relevant local or national organisations to exchange ideas,
implement best practices, and advocate for changes in government policies.
Staff-initiated requests for attending webinars, online courses, conferences, or
purchasing law books to enhance advice-giving abilities, mental health, and
overall wellbeing.

Training Accomplished in 2023

Throughout 2023, our dedicated staff engaged in a variety of internal and external
training courses, enriching their knowledge and skills in key areas. The training
sessions included:

Sexual Violence Awareness: Explored abuse awareness, various forms of abuse,
understanding sexual violence laws, and identifying abusive behaviour.

CPAG Managed Migration: This webinar looked in detail at the process by which
claimants will be migrated from legacy benefits to UC and the rules regarding
transitional protection to ensure that claimants are not worse off.

Dementia Awareness: Covered the nature of dementia, perspectives of
individuals with dementia, and strategies to support them effectively.
Migration to UC Training: Provided insights into transitional protection,
migration procedures, and different rules related to Universal Credit.

Money Guidance: Included 6 modules addressing diverse types of debt, offering
guidance on effective advising and outlining relevant procedures.

Introduction to Foundation Modules

What is Money Guidance

My Role in Money Guidance

Personal and Professional Boundaries

Who is Money Guidance for

Signposting and Sources of Information for Money Guidance

Continuing my Money Guidance Journey

Foundation Assessment practice

Foundation Assessment

Our Trainee Debt caseworker has completed City and Guilds Qualification in
Money Guiding

Charitylog Excel Reporting Template: This course focuses on creating efficient
report templates for routine needs. Advanced template creation, data
summarisation, and enhanced analysis using countifs. The course aims to
empower participants to adeptly utilise Excel within Charitylog for customised
and data-driven reporting.

Charitylog: Internal Training: This included how to work with Charitylog and
explanation of the tabs etc and where to record certain elements of advice.
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e Charitylog: Managing Staff & Volunteers Designed for Charitylog users familiar
with System Administration, this course covers key areas in managing staff and
volunteers. Topics include webforms, recruitment projects, additional fields for
key dates, and management projects.

e CPAG Benefits for Non-EEA Nationals: Covered laws, eligibility criteria, and
available public funds for non-EEA nationals.

e Wiser Advisor

Introduction to Debt Advice

Basic Banking Rights Module

Credit Referencing: The Essentials
Introduction to Income Maximisation
Standard Financial Statement (SFS)
Introduction to Welfare Benefits

Advising Clients with Gas and Electric Debt
Introduction to Breathing Space

e CPAG Benefits for EEA Nations: Explored laws, eligibility criteria, and available
public funds for EEA nationals.

e Severe Mental lliness Awareness Training: Covered managing mental health at
work, supporting individuals with mental health challenges, and customer
support related to mental health.

e NAWRA Conference: An overview of the managed migration process and how
transitional protection works, with a look at some early experiences of how it
can go wrong from Bristol.

e Loan Shark & lllegal Money Lending Awareness: Raised awareness of illegal
money lending, addressing topics such as identifying loan sharks, the role of the
Illegal Money Lending Team, signs of illegal lending, supporting victims,
reporting procedures, and community involvement.

e Fuel Poverty: Delivered by the Yorkshire Energy Doctor, covering the cost of
energy bills, tips for managing bills, advice for handling payment difficulties,
available schemes and grants, energy-efficient practices, and ensuring energy
suppliers are aware of customer vulnerabilities.

Training Providers

Wiser Adviser www.wiseradviser.org

National Homelessness Advice Services (NHAS) www.nhas.org.uk
Child Poverty Action Group (CPAG) cpag.org.uk

Shelter england.shelter.org.uk

33 Annual report 2023


http://www.wiseradviser.org/
https://www.nhas.org.uk/
https://cpag.org.uk/
https://england.shelter.org.uk/

This diverse training portfolio reflects our commitment to continuous learning,
enabling our staff to stay informed and offer the highest quality support to our
community.

Training Focus for 2024/2025

In the upcoming year, CHAC's primary training objectives for 2024/2025 revolve
around empowering all staff with essential skills and knowledge. This comprehensive
training, whether conducted in-house or online, aligns with the charity's core
objectives. Key priorities include staying current with legal changes impacting the
primary service of delivering welfare advice to the public and fostering continuous
improvement of individual skills through self-development initiatives.

Essential Training:

To ensure compliance with legal requirements and maintain a high standard of service,
the following essential training sessions are planned: Health and Safety Awareness

o Emergency First Aid at Work (arranged before expiry in 2024 & 2025)
« Safeguarding Refresher (scheduled for September 2024)
o GDPR Refresher (scheduled for August 2024)

While certain training sessions were initially planned, unforeseen circumstances led to
their postponement. These sessions are now anticipated to be completed in 2024,
allowing staff to participate and enhance their knowledge and skill sets.

Wellbeing Training

e Personal Safety & Lone Working: This course addresses risks associated with
lone working, providing tools to minimise risks and increase confidence in
managing personal safety and conflict situations.

e Mental Health Awareness Client Support: Training focuses on understanding
mental health's impact on both staff and clients, offering skills to maintain
mental health at work, respond to and support clients, and cope with
challenging situations.

e Loss & Bereavement Awareness: This training deepens staff understanding of
how bereavement impacts individuals, addressing factors influencing grief,
identifying needed support, and overcoming barriers to discussing loss and grief.
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Confirmed and Booked Training

In addition to the above, CHAC has confirmed and booked the following training
sessions:

Part 1 Generalist Debt Advice: Covers causes and effects of debt, vulnerability,
debt, and mental health, the debt advice process, and more.

Part 2 Generalist Debt Advice: Focuses on financial case studies, debt resolution
options, priority and non-priority debts, and post-judgment options.

Part 3 Generalist Debt Advice: Covers tackling problem cases, negotiating with
difficult creditors, enforcement agents (bailiffs), and debt relief orders.

Part 4 Casework/Specialist Debt Advice: Includes credit reports, options, and
strategies for dealing with debt, debt respite scheme (Breathing Space), and
illegal money lending.

Part 5 Casework/Specialist Debt Advice: Covers file reviews, business debts,
repossessions, council tax, advocacy, and
the court system.

° Part 6 Casework/Specialist Debt
Advice (Insolvency): The final training day
explores insolvency options,
administration orders, bankruptcy, debt
relief orders, and individual voluntary
arrangements.

° These training initiatives reflect

CHAC's commitment to continuous improvement, ensuring staff are well-equipped to
meet the diverse needs of the community and provide exceptional services.

Development Training Managers

Financial Management Aspects
Funding Strategies

Leona Gellatly
Joint Centre Managers
E-mail: leona@chac92.co.uk

Picture above for Leona Gellatly, Mayor of Middlesbrough Chris Cooke (middle), and Lucas Ainsworth,
Supervisor (Becoming Dementia Friendly campaign 2023)
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IT Training and Development

2023 was a year in which we were able to make some significant improvements to our
IT infrastructure. Whilst the refit to our existing fleet of laptops that was successfully
carried out a few years previously allowed us to continue using them, by 2023 it was
clear that they needed replacement. We therefore were able to procure new laptops
and also replace the reception desktops. This has improved reliability with fewer
connectivity issues and fewer instances of advisers or reception staff having no access
to our cloud-based systems.

We have also taken the opportunity to significantly improve on cyber security. Whilst
we’ve always ensured that access to sensitive data is controlled with passwords, timed
lockouts, and similar measures, we’ve upgraded our devices to Windows 11 to take
advantage of Microsoft’s latest security features. We’ve also rolled out Bitlocker
Encryption to all hard drives and the ability to remotely wipe any lost or stolen
devices.

Whilst confidential client data has always been cloud based and protected via
passwords to login into those cloud services, therefore loss or theft of a device
wouldn’t risk a data breach, this extra level of security just adds additional assurance.
As in previous years we’ve continued to participate in various conferences and
meetings via Zoom and Teams. We’ve even been able to take part in a Tribunal
hearing for a client remotely via video link.

For the coming year we intend to upgrade our printing and scanning abilities as our
existing printer has become life expired and the volume of materials that require
scanning and uploading for applications has increased. In addition this will aid in
reducing the amount of paperwork that we need to store and deal with (with the
environmental and security implications that come with that).

We also intend to refresh all our staff on Data Protection issues to ensure that they are
always aware of their responsibilities and to help ensure that we are fully compliant
with any changes that may occur within Data Protection law. Following Brexit, it is now
possible for the UK to diverge from the original EU GDPR that was established in 2018.

Lucas Ainsworth, Supervisor
lucas@chac92.co.uk
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Core Services -The work we do

Navigating the evolving benefits system can be challenging, but it's crucial to recognize
that assistance may be available based on individual circumstances.

Our primary focus is on providing practical help and financial support to various
groups, including the unemployed, those with low earnings, disabilities, children,
retirees, caregivers, and individuals dealing with illness.

We also provide intensive support to those people who need it, including people who
have a mental health issue, dementia, adults with learning disabilities, older people,
and people for whom English isn’t their first language.

These services take place by telephone, video link, email, face to face appointments, or
home visits. The face-to-face appointments take place at CHAC office in Middlesbrough
Town Centre or at any of the 11 local hubs covering the 19 Council wards in
Middlesbrough. Also, our services are available in South Bank and

Skelton Libraries, covering clients coming from the Redcar & Cleveland area.

In 2023, CHAC assisted 3,960 individuals with comprehensive welfare advice. Our Help
to Claim service supported clients in applying for benefits, covering key areas like
Universal Credit, Jobseeker's Allowance, Employment and Support Allowance, Pension
Credit, Housing Benefit, Discretionary Housing Payments, Council Tax Support,
Personal Independence Payment, Disability Living Allowance, Attendance Allowance,
and Carer’s Allowance.

Categorization of Welfare Advice

o Simple Advice: Advisors work with clients through confidential interviews,
phone calls, emails, or letters. This includes situational assessments, benefit
entitlement reviews, addressing changes of circumstances, and direct support
with forms, letters, or calls.

o Complex Advice: Caseworkers provide intricate support by aiding clients in
preparing and submitting necessary documentation. This involves a thorough
review of clients' extensive medical notes and Tribunal documentation prepared
by the DWP. The detailed scrutiny enables the caseworkers to construct a clear
and comprehensive understanding of the issues the client faces, allowing for the
inclusion of essential facts within the submissions they prepare. Additionally,
caseworkers actively participate in face-to-face appeal Tribunals, particularly for
cases involving benefit refusals or terminations. Due to delays in the Tribunal
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Service listing hearings, cases may be open for more than six months. When the
case is initially opened, the demanding nature of preparing for a Tribunal
hearing will require the caseworker to carry out six or seven weeks’ worth of
work preparing that individual case so it is ready for a hearing. Once the
extensive preparatory work is completed the caseworker will, at a lower
intensity, continue to review the case and remain in contact with the client for
the many months it will take waiting for a hearing to be listed. Our steadfast
commitment is to empower communities through the provision of accessible
and comprehensive welfare rights assistance.

Personalized Assistance

1:1 assistance ensures individuals receive support across various welfare system
aspects. Key offerings include:

Information and Guidance

« Furnishing information on available welfare benefits and eligibility criteria.
« Providing guidance to navigate the complex welfare system.

Benefits Assessment
« Conducting personalized assessments based on individual or family
circumstances.
« Analysing income, living expenses, and relevant factors to pinpoint suitable
benefits.

Application Support

o Helping in completing application forms.
o Providing support in preparing for interviews or assessments.

Appeals and Advocacy
« Assisting individuals in filing appeals and providing advocacy during appeal
hearings.

« Extending support to resolve issues related to benefit delays or incorrect
payments.
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Financial Planning

« Helping in financial planning during transitions between welfare benefits or
changing circumstances.

Referrals to Other Services

o Collaborating with community organizations for holistic support.
« Making referrals to mental health services, healthcare, or educational programs.

Drop-in service (New)

In November 2023, we started a drop-in service dedicated to Welfare Benefits Advice,
available on Mondays (1:30 PM - 4:30 PM) and Thursdays (9:30 AM - 12:30 PM). This
service addresses the growing demand for assistance and reflects our commitment to
identifying and meeting specific client needs through personalized appointments. The
drop-in service may expand based on demand, further enhancing our responsiveness
to evolving needs.

Appeals at Welfare Benefits Tribunals

In 2023, individuals sought assistance primarily for disability benefit appeals,
particularly related to Personal Independence Payment (PIP), where the Department
for Work and Pensions (DWP) had denied awards. The challenges also extended to
appeals concerning Work Capability Assessments for Universal Credit and Employment
and Support Allowance.

Throughout 2023, CHAC's Tribunal Representation service remained a vital resource in
the local area, providing representation for those appealing welfare benefit decisions
to HM Courts and Tribunals Service.

This consistent demand underscored the essential role the service played in ensuring
fair representation and due process.

In 2023, face-to-face sessions continue to be the predominant format for Tribunals at
our local hearing centre, providing some clients with a more accessible means of
communication with the Tribunal panel members, having a CHAC representative
present proved beneficial for clients in navigating paperwork. However, this format
posed challenges for some clients, particularly those dealing with social anxiety.
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CHAC continues to play a vital role in the local community, distinguishing itself as one
of the few organisations with the capacity to advocate at Tribunals, while other
agencies either scaled back their services or diminished their capacity to represent.
Our dedication to delivering specialised services remained unwavering.

In 2024, as part of our ongoing efforts to enhance capabilities, we project that certain
staff members, who have not yet undergone First Tier Tribunal Representation training
through CPAG, will participate in the program. Upon completion, they will apply their
newfound knowledge to relevant cases, thereby strengthening our ability to navigate
the complexities of welfare benefit appeals. Our commitment to ensuring fair
representation and supporting individuals throughout the Tribunal process remains
unyielding as we continue to evolve and adapt.

Housing Advice

In 2023, CHAC expanded its capacity and capabilities to address housing-related
issues. We would like to highlight our approach to advocating and supporting
clients facing many challenges in the housing sector, which involves actively
engaging with landlords (both social and private) and Local Authorities to tackle
homelessness, disrepair, rent arrears, and illegal eviction on behalf of clients.

As part of our commitment to providing support, CHAC refers clients to qualified
providers when our direct assistance is not feasible. Collaborating closely with a
local solicitor, we facilitate fortnightly sessions within CHAC's main office, creating
a secure and comfortable environment for clients to receive more complex legal
advice for free.

Our focus extends to addressing issues related to rent arrears, rent increases, and
providing guidance on tenancy matters. Throughout 2023, CHAC has identified key
areas of emphasis, including:

« Homelessness and re-housing (particularly accessing social housing)
o Possession and repossession matters.

o Representation and support related to Housing Benefit.

o Cases involving disrepair and substandard living conditions.

Furthermore, CHAC provides essential assistance with Housing Benefit, Local

Housing Allowance, and support for rent charges within Universal Credit and
Council Tax Support.
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Despite ongoing challenges, CHAC continues to encounter cases of homelessness
and individuals at imminent risk, including those served with notices to quit,
possession summons, and possession orders. The root causes of homelessness vary
widely, encompassing issues such as rent or mortgage arrears, relationship
breakdowns, domestic violence, eviction by family or friends, the end of assured
shorthold tenancy, landlord selling, affordability concerns, leaving care or prison.
CHAC remains steadfast in its dedication to addressing these challenges and
positively impacting the lives of those we serve.

Debt Advice

In response to the escalating demand for debt services throughout 2023, CHAC
experienced a significant increase in inquiries from beneficiaries seeking guidance on
suitable organisations to assist them on navigating more complex debt issues
compared to previous years. As we anticipate a continued surge in demand, our
strategic focus for the upcoming year is on enhancing our teams' capabilities and
expanding their capacity to handle more complex debt matters.

Looking forward to 2024, CHAC is dedicated to advancing the training of both staff and
volunteers, aiming to cover a broader spectrum of debt issues.

The affiliation with Community Money Advice (CMA) and the recruitment of a full-time
trainee debt caseworker in 2023 have laid the foundation for an advanced training
program, strengthening our ability to address complex debt casework.

As we prepare to launch our Debt Centre in early 2024, our affiliation with CMA will
further support us in regulatory compliance, training, and access to online resources.

Aligned with other organisations providing debt advice, CHAC will continue to operate
under the regulatory framework of the Financial Conduct Authority (FCA). Adhering to
FCA rules necessitates specific processes, ensuring that we maintain compliance in our
operations.

To uphold a high standard of service, our caseworkers will undergo rigorous training
and engage in continuous professional development regularly. Our commitment is to
provide clients with the best possible service, ensuring they receive expert guidance in
managing their financial challenges.
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Welfare Advice in the Community on behalf of Middlesbrough Council

In the face of escalating demand and imminent funding reductions, our collaborative
partnership continues to work seamlessly to address unprecedented challenges in a
rapidly evolving environment.

To effectively navigate these hurdles, we prioritise adaptation, heightened efficiency,
collaboration, and the integration of technological solutions.

Initially supported by the Big Lottery from 2010 to 2015, the Middlesbrough Advice
Partnership (MAP) still receives support from Middlesbrough Council. This enduring
collaboration empowers key providers to test innovative delivery models, extending
advice services into communities with urgent needs.

Our promotional efforts span various channels, including displayed posters, leaflets,
and Facebook pages. The service, widely recognised within the community, thrives on
word-of-mouth promotion. A shared online booking system (DaySmart) optimises
appointment scheduling, aimed at fostering seamless coordination among frontline
staff and advice workers.

Throughout 2023, clients accessed the service through a dedicated phone line
managed by CHAC, email, or partner referrals. Swift assessments led to appointments
at one of the 11 hubs, with information on alternative services provided when more
suitable. Urgent situations are promptly addressed.

For specialised assistance, clients are directed to CHAC or internal advisors, ensuring a
personalised response to individual needs. The Welfare Advice in the Community
service exemplifies adaptability and collaboration, playing a pivotal role in fulfilling
Middlesbrough Council's broader objectives.

In 2023, CHAC engaged in discussions with Middlesbrough Council's Strategic Business
Manager and Operations Manager to explore the benefits and potential support that
could be provided to CHAC. The focus was on assisting residents approaching CHAC
with debt problems. The realisation of such support is contingent upon the Household
Support Fund continuing into 2024. We hope to delve deeper into these possibilities
and seize any potential opportunities that could benefit the town overall.

We extend a warm invitation to other organisations to join our collaborative efforts,
bolstering our collective capacity to meet diverse community needs. Through open
partnerships, we aspire to amplify the impact of our service, fostering a more inclusive
and responsive support network. Our doors are open to organisations sharing our
commitment to making a positive difference in our community.

42 Annual report 2023



CHAC's delivery in Redcar & Cleveland

As from the 6 November 2023 CHAC’s Welfare Advice and Community Money Advice
extended its service delivery to include South Bank Library and Skelton Library to meet
increasing demand for welfare advice.

Our services have gradually expanded in Redcar & Cleveland since 2021; supported by
referrals from both Redcar & Cleveland Council Welfare Rights Unit and Redcar &
Cleveland Social Prescribing Team.

Throughout 2023, 192 cases were dealt with, we supported 289 people and a total of
£714,307.94 was awarded in both one-off and recurring awards of benefits gained for
our clients.

NHS Waiting Well (Prepare Well) program

The NHS Waiting Well program aims to address the financial and cost-of-living issues
experienced by patients who are awaiting planned surgery. This pilot project focuses
on improving an individual’s preparation while waiting for surgery to optimise their
wellbeing in the hope of aiding a quicker/better recovery. CHAC supports the
programme to reduce those financial and housing burdens.

For example, patients awaiting surgery worry about paying their bills whilst they are
unable to work. They may also be living in substandard or inadequate housing which
could impact significantly on their recovery. Reducing their worries impacts positively
on their mental wellbeing and better prepares them to deal with the treatment they
are about to undertake.

The Durham and Tees Valley Funding for this program is managed by County Durham
Community Foundation (CDCF) on behalf of the NHS local Waiting Well Practitioners.

Because CHAC already receives many patients’ referrals on this program from the
Social Prescribing Team in Redcar & Cleveland, CHAC was invited to take partina
funded study to provide specific data to monitor the success and speed of their
recovery following the help and advice given such as budgeting, managing money and
claiming benefits.

To demonstrate the success of the programme CHAC then provides the following data
to the Waiting Well programme:

e Success of each referral pathway

e Number of patient referrals received and a summary of their circumstances.
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e Patient progress and outcomes
e Any unmet needs

Face-to-Face Outreach and Home Visiting Services

CHAC's face-to-face outreach and home visiting services are dedicated to enhancing
access to free advice, free representations, and offering practical assistance and
support. These services are specifically tailored for individuals with additional support
needs such as physical or mental illness, injury, dementia (with all advice delivery staff
being dementia-trained), older people, those dealing with sensitive or potentially
embarrassing issues, individuals experiencing rural isolation. CHAC also extends
support and advice to their caregivers and partners.

The demand for these services is steadily increasing. Without our intervention, there is
a risk of social isolation for older individuals. The consequences could include a
growing number falling into debt due to rising energy bills and changes in benefit
legislation. Additionally, more and more older people might curtail recreational
activities to meet the increasing demands of their basic needs, leading to a potential
increase in housebound individuals due to the high cost of transportation.

Our face-to-face outreach and home visiting services play a crucial role in addressing
these challenges and preventing adverse outcomes in the community.

On-the-Job Training Project Empowering Transitions

CHAC’s on the job training program continued to achieve excellent pre-engagement
and engagement outcomes during 2023, bringing people on the periphery into the
labour market.

The program involves prisoners on license, former offenders and people going through
difficult life transitions in activities that involve them as mentors and peer supporters.
This project didn’t only reduce offending but to date helped 1950 beneficiaries to gain
sustainable employment and improve their quality of life. This program makes up
more than 50% of CHAC's volunteers.

This project provides an alternative setting which is more suitable for certain people
than what is on offer from other volunteering or employment related opportunities.
The nature of the support provided by both staff and other volunteers is highly
appreciated by the beneficiaries, as is the atmosphere and general working
environment.
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The project is unique amongst other similar providers in that it provides all trainees
with the opportunity to engage with members of the public as part of their training,
building their experience, knowledge, skills, abilities, qualities, attitudes and above all
maintaining confidentiality, equal opportunities principles, and empathy to service
users in a real pressurised environment which is continually changing.

In fact, because of their training many beneficiaries find work opportunities with social
services, Jobcentres, service industries, other main providers, and local authorities.

The support delivered by CHAC is specially made to beneficiaries’ individual needs,
tailored to their wants and barriers faced, with the aim of enabling them to compete
for the wide range of paid employment vacancies that the project makes available
through its partners .

We ascribe our success to targeting the service to a hard-to-reach client group through
empathy and perseverance in building up the confidences and abilities of our
beneficiaries in a non-threatening environment, removing barriers to training and
employment, overcoming any literacy and numeracy problems, subsidizing
unaffordable cost such as transport and childcare and Helping with any debt, housing
and other welfare problems. Design and management of the project through detailed
consultation and involvement of all our partners and the private sector participation in
offering employment.

The project receive referral from probation services, Stockton STEPS, Triage, Jobcentre
Plus, and prison services. The project meets long-term regional objectives for
reduction of crime in the community and building confidence and skills of young
people, protect and promote employment, and combat discrimination and social
exclusion by extending opportunities to all those who can benefit.

Please see case studies in relation to this program page 50.
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Case studies

The case studies in this section are true, and good for describing and understanding
the different aspects of our work and in presenting them in this section we have made
sure that people featured in these case studies cannot be identified for data
protection compliance. For example, age, gender, ethnicity, marital status, and
detailed medical conditions only stated if relevant to the case outcome. Also, this year
we have not linked each case to a specific caseworker, to make sure clients cannot be
identified: -

Severe learning disabilities — Personal Independence Payment (PIP)

The client required help to complete their work capability assessment and PIP assessment forms. The
client has severe learning difficulties and as such is not able to read nor write, despite people trying to
teach them. The client’s partner must complete their UC Journal for them each month as a result of
this. The caseworker managed to get the DWP to agree the client Limited Capability for Work and
Work-Related Activity in Universal Credit (so no longer needing to search for work). The DWP prior to
an appeal hearing agreed with the caseworker that the client is not able to do anything safely and
independently and have awarded the client Enhanced Rate for Daily Living and Enhanced Rate for
Mobility, which results in a back payment of around £6,263.35 and will then receive £691.00 every
four weeks going forward. Hopefully both the Client and partner will be able to continue without the
added worry of completing forms and without worry of being penalised for not completing job search
journals.

Mental health (extreme anxiety) - PIP

The client first came to our organisation very anxious and having no trust in the benefit system, in
particular no trust in the DWP. Client suffers from extreme anxiety and brain damage; client had tried
to claim PIP in the past a couple of times but unfortunately was unsuccessful. The caseworker
supported the client to initially make the claim via phoning the DWP for a form, they then filled the
form out with the client and supported them through a lengthy telephone assessment. The
caseworker had many talks reassuring and calming the client when their anxiety was heightened.
They were awarded £71 per week Enhanced Mobility and £68.10 per week Standard Daily Living with
a back payment of £1946.Without our help client would not have been able to navigate the
application process and would have missed out on entitlement.

Statutory Sick Pay and New Style Employment Support Allowance for immigrants

The Client came in for a benefits check. The client had stopped work due to injury. They have no
access to public funds and are in a mixed tenancy with a housemate who does have access to public
funds. The caseworker assisted the client by explaining how income related benefits counted as public
funds, but contribution-based benefits (such as Statutory Sick Pay and New Style Employment Support
Allowance) did not. They also explained to the client what they could and could not claim due to their
immigration status. This resulted in the client being £109.40 a week better off.
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Severe health disability-income & homelessness

Client works thirty hours a week and is currently awaiting a major organ transplant. Following a
Section 21 no-fault eviction they are homeless and sofa surfing. Due to all these factors, the client
wished to cut back working hours due to fatigue. The caseworker assisted the client by working
through the process of claiming Universal Credit, looking at various cut off points and the effects
these would have on their income. The aim being to cut hours to a level the client could manage
without suffering further financial distress. The caseworker discussed Disability Benefits, including

PIP, ESA, and SSP as well as discussing helping the client with their housing issues. The caseworker put
the client in touch with other inhouse caseworkers for further support with this issue. The Client
gained £140 a week in Universal Credit which allowed them to reduce their hours at work and we
were successfully able to help the client to a suitable accommodation.

Serious health and mental Condition - PIP

Client lives alone in a private two bedroom rented property. They are in receipt of Universal Credit
along with PIP at the Standard Rates of both components. The client had requested a Mandatory
Reconsideration against a decision refusing an award of the Enhanced Rates of PIP. Their health
conditions including PTSD, Emotional Dysregulation Disorder and Hypervigilance have all been
diagnosed by a psychiatrist working with the client because of a recent mental health crisis. The
caseworker forwarded further supporting evidence from the psychiatrist and GP which also referred
to the decision notice which states that the client has a serious Health Condition which affects their
ability to function on a daily basis and undertake any journeys familiar or unfamiliar. The client’s
award was increased to the Enhanced Rate Daily Living Component and Enhanced Rate Mobility
Component of Personal Independence Payment.

Severe health and mental health conditions - Home Visit - PIP

The caseworker attended a home visit to assist in filling in a PIP form, as client had recently been
discharged from hospital after spending several weeks in Intensive Care. The client was not able to
leave the house as they were still severely unwell. They had many health conditions along with a
substantial amount of medical evidence. The client did not want to talk to an assessor about their
health and became terribly upset at the thought of it. Despite the clear medical evidence and the
clients severe health and mental health conditions the DWP still decided they had to participate in a
telephone medical assessment which the client found too intimidating and stressful. However with our
help during the assessment, the client was awarded £101.75 per week Enhanced Daily Living and £71
per week Enhanced Mobility with a back payment of £2073.
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Allegation of fraud. Ensuring DWP decision followed the correct legal process.

Client previously claimed PIP but had had their claim terminated following allegation of fraud. The
client disclosed no savings and had a significant overpayment of PIP which currently repaying. The
client had, in the past, been under treatment for serious physical and mental health conditions which
caused them to claim PIP. The client had been subject to surveillance by the DWP following the
allegation and attended an interview under caution. Following this the DWP terminated the client’s
claim all the way back to when started more than five years previously. The client had challenged the
decision via Mandatory reconsideration (MR) and then appealed to the First Tier Tribunal. Client
brought a bundle of documents and DVDs containing hours of surveillance footage and looking for
help in challenging the decision. The caseworker spent considerable time going over all the
allegations’ documents and consulted with colleagues inhouse. Whilst the caseworker was unable to
find a way for the client to avoid the overpayment as the DWPs evidence was strong they did ensure
that the DWP decision followed the correct legal process and ensured that the client understood the
process that was being applied with a clear understanding of what was going to happen.

Mental and physical health issues. lllegal eviction due to rent arrears.

The client was referred for housing support, whilst they were dealing with mental and physical health
issues following a traumatic incident two years ago. The client faced challenges in temporary
accommodation, including a recent house fire, security issues, and pressure to return to an
inadequately repaired property. Additionally, the client confronted threats of eviction due to rent
arrears not lawfully due under the main tenancy agreement. CHAC's intervention featured a
comprehensive assessment, risk evaluation, property review, and collaboration with the housing
provider for repairs. Efforts included emergency heating support, resolution of rent arrears, and
referrals for occupational therapy, social work support, and the 'Changing Futures' program. Client
feedback highlighted trust in CHAC and collaborative efforts, showcasing the effectiveness of a holistic
approach in improving living conditions and well-being amidst complex challenges.

Council Tax Arrears-Neither client speaks English. Use of Language Line

Client attended a hub venue with partner for advice regarding an outstanding balance on a Court
Summons for Non-Payment of Council Tax Arrears for the sum of £1,110.00 including Court Fee. A
hearing date had been set for the clients to attend if the balance was not paid immediately. Neither
client spoke English, so the caseworker contacted Language Line for interpretation and discussed the
outstanding balance on the account in a five-way conversation with both clients, interpreter, Council
Tax adviser and caseworker. The appointment lasted for 2 hours 30 minutes to discuss a solution
agreeable to clients to avoid Court Attendance and reach a payment plan. Information provided by
Universal Credit was checked thoroughly, the Housing Element was disregarded but all other elements
were included in the assessment which allowed for a 36% Discount of their Council Tax bill. All details
and calculations remained correct, and the clients agreed to a payment plan which if the client made
all payments on time would ensure the balance is cleared before next bill was due.
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Significant difficulties with managing daily life - Universal Credit & PIP

Client lives with their partner and a non-dependent child in a housing association property. The client
claims Universal Credit with a current active claim for PIP. The client struggles with many health
conditions which cause significant difficulties with managing daily life. Previously they had been on
the Enhanced Rate in both components but following a review this had been reduced to Standard Rate
in both components. The caseworker assisted the client to prepare a Mandatory Reconsideration of
the decision including completing the form and preparing supportive medical evidence. This was
submitted and following the Mandatory Reconsideration the client was successful in increasing their
award to the Enhanced Rate in both components. This secured them additional income of £691 every
four weeks for an indefinite period.

DWP Tribunal conducted via video link by CHAC request.

The client came to us seeking help with tribunal representation in a case against D.W.P. Their adult
child suffered from extreme chronic fatigue syndrome. This was to the extent that they were not able
to leave their bed most of the time, were not able to sit upright, and certainly not able to travel to
court for their hearing. Because of this the Tribunal had to be conducted via video link. The Tribunal
Panel agreed with our Submission and awarded the client the Enhanced Rate for both Components of
PIP. The client received £4,000+ in back payments and an ongoing income of £691 every four weeks.

Challenging DWP wrong Tribunal decision

The client came to seek help with claiming PIP. They had previously lost their Tribunal Hearing and had
wanted to make a new claim. The caseworker sat with the client and their teenage child who acted as
interpreter. The client suffered from an array of physical health conditions. The result was that
following our assistance in completing a new claim form an outright award of Enhanced Rate for both
Components was made. The client received more than £8,000 in back payments and gained an
ongoing income of £691 every four weeks.

Mental health - Debt

The client separated from their partner and was living rent free with their parents. The client was very
distressed and agitated, and has a chronic physical condition, anxiety, stress, and depression for
which they receive PIP and Employment and Support Allowance. The client had a debt to a creditor for
which they were jointly liable with their ex-partner. The client had contacted the creditor and offered
half of the outstanding debt to try and settle the matter, but this was refused. The client was unaware
that, as they had jointly taken on the debt, they were liable for the whole debt if creditors cannot get
in contact with the other debtor. The caseworker obtained all the information about the client’s
health conditions and impact of the debt on the client’s health. The client was referred to a debt
adviser by telephone who agreed to investigate and negotiate with the creditor to pursue the client’s
partner for balance. The client, in meantime, will pay the minimum payment for the debt negotiated
by the caseworker. The client was now less anxious and depressed after the referral to pursue partner
for the balance. The client feels that their mental health will improve because of support received.
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Training project case studies — Permission was given to publish the following case
studies by each participant.

Ex-offenders — Prisoners- Breaking the offending cycle.

I am a serving prisoner in HMP Kirklevington. As part of my pre-release programme, | was placed on a six-
month work placement. This was intended to prepare me for life outside. The prison had arranged a placement
at CHAC. | took the train from the prison to CHAC four days a week. When | first arrived my confidence was
really low from being in prison. CHAC was welcoming and supportive and just what was needed as a transition
into a working environment. After two months working in administration, | started working on case files. The
problems | worked on gave me a sense of worth and wellbeing, further increasing my sense of self-esteem.
"Hearing what people were going through, made me feel lucky, that | had a roof over my head and food to eat.
You got really involved in people’s lives, you saw how little they had, how desperate it was, and you were
helping and fighting for them ... it's like it gave you a purpose in life, like no matter how bad you felt you had it,
they had it worse, and you were helping them. After working for six months, | got an interview for a paid job in
telesales, thanks to my experience at CHAC. "They got me back up, got my confidence up, it was so low, and
you think you're worthless, but CHAC helped me get into the world of work again.

Young People at Risk- Removing barriers to training and employment.

L had no previous employment history but had attended college. She came to us with a troubled family
history that led to her being rebellious at college, causing disruption to her education that led to eventual
expulsion. Following on from this she became reclusive, depressed, and lacking in any self-worth and
confidence. Her goals were simple yet difficult, she needed a sense of routine to conform to so that she
could enter the employment market. Her level of confidence was very low and needed to know if she could
face the outside world. Before interacting with clients, L learned how to file and store data, she learned
the importance of data storage and the protection of client information. Once settled in and interacting
well with the team, L greeted clients and assisted with basic paperwork. From there she moved on to
taking calls, collecting, and recording customer feedback and making client appointments. The daily
interaction with the team and members of the public started to reflect in her confidence. During her time
with us she attended all our agreed days for attendance and L learned how to manage her time effectively
and was excellent at retaining the knowledge she gained from various members of staff. Her newfound
confidence gave her the motivation to look for jobs relating to administration. She accepted a position
with an Insulation firm that has not only put her newly acquired office skills to good use but her new
knowledge of benefits. She has not only reached her goal but risen high above it, happily going to work
daily, enjoying helping others and enjoying a newfound self-confidence. The biggest benefit L found from
our support was that she started to realise she could do whatever she set her mind to. Finally, she can
hold her head high and is proud of herself, her mental health has greatly improved, she now enjoys
waking up and facing the world and whatever it may throw at her. L is continuing training at her place of
employment but has expressed a desire to return to us as a volunteer in the future. 46

Leona Gellatly - Joint Centre Manager
Email: Leona@chac92.co.uk
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Statistics (Data analysis, monitoring, evaluation, outcomes, and impacts)

There are two key online packages that the staff use daily; Quick Benefit Calculator,
with the ability to work out any unclaimed benefits, and CharityLog to record all
contacts with clients, what took place, and outcomes. Also, referrals can be made to
other providers.

Our stats show that for every one claimant we help, the outcome of the help and
advice given will benefit two or three people directly involved as part of the claim
(Spouse/Partner/Children).

Workload

The total workload for the year is measured by number of clients seen.
» Face to Face at:
- Main office at Middlesbrough Town Centre
- Office at South Bank (Redcar & Cleveland)
- Community Hubs (total of 11 hubs)
- Unclaimed Benefit Take Up Campaign
Repeats (number of clients seen face to face for same issues)
Number of clients signposted or referred.
Number of clients received advice by telephone, email, text, Whatsapp, or other
social media.
» Total number of issues dealt with
» Number of clients received intensive support (their case took more than five
weeks to resolve).
» Number of hard-to-reach adults joined CHAC on the job training program.

Y V VY

Monitoring

We use a licenced cloud database system nationally known as CharityLog which
enables the teams and supervisors to monitor the work that is in place, enabling
continuity of service and a comprehensive database should the original caseworker be
unavailable.

Details from a client’s first contact are recorded, including name, contact number,
nature of the call, and type of help required. When the client arrives for the interview
further information will be taken in line with GDPR, such as, age, ethnicity, household
composition, employment status, presenting problem, method of future contact,
completion of authorisation letters on the client’s behalf and anything additional
pertinent to the case.
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The caseworkers throughout the lifetime of the client’s case will build up histories and
case notes, keeping a log of their required actions and those of which they are
dependent on third parties.

To monitor success, we also track the outcome of the client cases such as
homelessness prevented, money awarded to the client, if the appeal was successful or
failed (and any supporting rationale), client feedback, and so on.

The system also maintains a database of all communications carried out between the
client and any member of CHAC's staff whether by text, telephone, email, or post.
(Please note that clients provide consent to use their information in line with GDPR
and provide consent for third party audits during our client on-boarding approach.)

Outcomes

We measure the success by: -

- Number of clients benefited from the service directly.

- Number of clients benefited from the service indirectly.

- Money gained for clients (unclaimed benefits, successful representation at
Tribunals).

- Conditions improved (successfully negotiated claims for disrepair, needs and
occupancy).

- Homelessness prevented (appealing against illegal evictions, repossessions,
harassment and debt reduction).

- Reducing social exclusion (elderly people benefited from increased mobility
income, winter fuel allowance, social assistance funding to supplement their
income in the absence of retirement savings).

- Number of ex-offenders and disadvantaged /disaffected residents gaining
sustainable employment or moving to other positive destinations.

- Percentage reductions in repeat enquiries from previous year (this is an
indication that the service preventative measures for advice are working).

Welfare advice services are effective in addressing the problems associated with
benefits and tax credits. A literature review commissioned by the National Association
of Welfare Rights Advisors found that advice services are successful in improving take-
up of benefits and delivering significant financial gains for clients.
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Outcomes
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Homelessness Prevented H Condition Improved

The extra money that clients gain helps to improve living standards because it enables.
additional spending on fuel, food, education, recreation and transport. This in turn
may contribute to the reduction of social exclusion. Clients may also experience better
mental health after receiving welfare rights advice.

Outcomes .Money gained for clients

8,000,000
6,000,000
4,000,000

2,000,000

0

2021 2022 2023

MW Series 1

Local economies benefit from claimants who spend their money locally. In fact,
research by Sheffield Hallam University shows that an estimated £19 billion loss of
benefits through welfare reform could depress the economy by as much as £30.4
billion a year. There is also growing evidence that delivering welfare rights advice is
cost effective. For example, a study by the Office of Public Management (OPM) on the
impact of Macmillan’s welfare rights service concluded that for every £1 spent on
delivering the service there as a £20.80 return in benefit claims, compensation and
financial rewards.
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Navigating through the welfare system can be difficult and stressful even.
at the best of times. Yet for those who have a serious mental illiness, the
anxieties can be even greater and the risk to their health and wellbeing far.
more pressing.

Sadly, financial problems and mental health are a marriage made in hell. Each ride
off the back of the other. The net result is that a hugely disproportionate number
of people with mental health problems face severe debt crisis. Not just because
poor money management, impulse and emotional control are often symptoms of
mental health problems but because these health issues hit income too.

Repeat enquiries
80 75
70
60
>0 42
40 34
30
20

10

2021 2022 2023

B Number of repeats
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For too many people, mental illness and debt come together in a spiral of distress that
can carry a heavy cost. Therefore, it is crucial we examine all elements to ensure that
someone with temporary mental health problems doesn’t experience permanent
financial distress. That’s why access to the right advice and support is critical when
people are struggling to deal with life itself. We aim to provide clients with the correct
information they came for at the first interview to avoid additional stress from repeat
attendance for the same issue.

Impact

We measure our service impact directly from information received from clients’
feedback questionnaires, which were completed by clients when files are closed by
ticking one box only and asking, “which had the most impact”.

-Reduced social exclusion

-Improved quality of life

-Improved health/mental health

Impact. Feedback from 100 clients
50
45
40

47
44
39
zz e 30 31 3o
55 26
2
2
1
1

2021 2022 2023

o U o un o un

B Reduced social exclusion B Improved quality of life Improved health/mental health

Internal audits & assessments

Every month, cases are randomly selected from the CharityLog for audit and
assessment by the Centre Manager/ Supervisor. These audits look at quality of advice,
equal opportunity monitoring, consistency in quality, compliance with regulations and
policies, client feedback, timelines for communications and outcomes of cases. This
enables the Manager/Supervisor to provide recommendations for improvements that
are shared in team meetings and reports through a ‘no-blame’ approach ensuring the
full team still feel supported and that feedback is constructive and useful.
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External audits & assessments

Bi-annually, an external partner organisation undertakes a similar exercise reviewing a
randomly selected number of cases. These reviews and undertaken to ensure
uniformity and consistency throughout the local advice work sector. Furthermore,
every two years the Charity is audited externally by Recognising Excellence Ltd
assessors to retain its advice quality mark, during which clients’ files are randomly
selected and audited for quality, equal opportunity, data protection procedures and
safeguarding.

Employee and volunteer performance reviews

Throughout the year our team undertake regular performance reviews, which enable
line-management to provide feedback to further develop our service, this includes:
eMeasurement against objectives

eQutcomes by period

eQuality control and health and safety issues

eTrainee and staff satisfaction

eComplaints and their outcomes

eManagement accounts

In addition to this, CHAC has its own comprehensive internal and external evaluation
policy in line with its Advice Quality Standard (AQS) and office manuals, which ensure
monitoring will occur in relation to the following:

Coherence with policies, aims, and objectives.

Measurable achievement of activities, effectiveness and quality measured.
against the defined targets set at the outset within an annual self-assessment
planin line with legal service commission quality mark containing key attention
area of:

User feedback on services via satisfaction questionnaires.

Placement provider’s satisfaction.

Trainee progression within and on leaving the project.

Management effectiveness.

Administrative systems operation.

The Centre Managers provide the trustees quarterly with progress and statistical
analysis reports, which include:

Measurement against objectives.

Placements and outcomes by period.

Quality control.

Trainee’s satisfaction
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Beneficiary Numbers, Outcomes, and Impact 2023
Town centre office (face to face)

Hubs & benefit campaigns (face to face)

Redcar & Cleveland (face to face)

Appeals at welfare benefits Tribunals

Home visits

Telephone and video (one to one) appointments
Repeats

Total one to one & directly benefited

Indirectly benefited as part of the claim

Total people benefited directly and indirectly
Received intensive support

Sign posted to other services

Advice Topics / issues dealt with

General enquiries (Tel, text, email, social media)
Average weekly enquiries

Average weekly clients (working weeks)

Average daily clients based on 252 working days/Yr.

Cost per client directly benefited
Cost per client benefited directly and indirectly
Average number of enquiries per day

Organisations benefited from our work
Working partners

Local Authorities

Social services

Social prescribers

Job Centres

Outcomes

Money gained for clients (Offices and Hubs)
Homelessness prevented

Conditions improved
Increased income

Reductions in repeat enquiries from previous year

Impact
Reduced Social exclusion
Improved quality of life

Improved health/mental health

Advice Topics dealt with during 2023
Benefits
Housing

1075
2567
192

16

12

66

32
3960
3864
7824
287
484
4549
32517
626

80

16
£85.27
£42.94
140

= N N U1

69M
208
269
6252
20%

39%
31%
30%

4167
175

57

Notes

Town Centre office
Middlesbrough, 14 Local hubs
Southbank and Skelton hubs
In person

Covering Tees Valley

Same issues
Required complex advice
E.g. (Spouse/Partner/Children)

Supported 3 weeks and over

See individual analysis
Received general advice

Received one to one advice
Received one to one advice

Unclaimed benefits

Illegal evictions / debt reduction
Disrepair, needs and occupancy
Received correct entitlement
Indication that preventative
measures are working.

Clients’ feedback questionnaires
ticking one box only which had

most impact.

Debt 33
Other 174
Total Issues Dealt With: 4549

Annual report 2023



Benefits Issues Breakdown
Personal Independence Payment
MR & Appeals

Making and Managing a Claim
Eligibility

Form Filling & Checking
Renewals & reviews

Medical Assessment

Claiming Process

Revision & Supersession

Poor Administration

Poor Administration

Alleged Fraud

Payment

Backdating

Transfer from DLA to PIP
Complaints

Other

Total

Universal Credit

Eligibility, entitlement & Calculation

Work Capability Assessment

MR & Appeals

Claiming Process

Other

Form Filling & Checking

Housing Costs Element

Poor Administration

Making & managing a claim
Transfer from Legacy Benefits
Complaints

Sanctions and Hardship Payments
Discretionary Housing Payment
Rent Restrictions - Social Housing
Waiting Times for Payments
Bedroom Tax

Rent Restrictions - Private Housing
Budgeting Advance

Total

Issues
161

81
65
59
50
43
20

=
o

N N W W wou uloy 0 O

535

58

Other Benefits
ESA

AA

CTR

DLA

PC

CA

HB

SRP

WTC/CTC

CB

NI

IS

LSF

Other Benefit Issues

Total

Other Related Issues
General Benefit
Entitlement

Other

Food Voucher

Blue Badge

Disability Bus Pass
Bereavement Benefits
Fuel Voucher

Statutory Sick Pay
Maternity Allowance
Appointees

Industrial Injuries Benefit
Household Support Fund
Winter Fuel Payment
Total

Total Benefit Issues

Issues
451
333
175
172
154
151
129
49
29
25

R R, NNW W wpks oo o

258

4167
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Equal opportunity monitoring
Gender

Male

Female

Trans Gender

Non-Binary

Intersex

Unknown

Age Range

0To 15

16 To 24

25To 34

35To 44

45To 54

55 To 64

65 To 74

75To 84

85To 94

95 To 105

Ethnic Group

Arab Or Arab British

Asian Or Asian British

Black Or Black British - African
Black Or Black British - Caribbean
Mixed - Other Mixed Background
Mixed - White and Asian

Mixed - White and Black African
Mixed - White and Black Caribbean
Any Other Ethnic Group

White - UK

White - Other European

White - Irish

White - Gypsy Or Irish Traveller
White - Any Other White Background
Accommodation Type

Council House

Homeless

Housing Association

Owned Outright

Owned With Mortgage

Private Rental

Residential Care

Shared Ownership
Sheltered/Supported Accommodation
Sofa Surfing

Staying With Friends/family
Temporary Accommodation
Thirteen Group

41.5%
56.0%
0.2%
0.0%
0.0%
2.4%

0.0%
2.9%
12.4%
16.1%
18.7%
27.8%
13.3%
6.7%
1.6%
0.5%

2.4%
10.5%
2.0%
1.0%
0.7%
0.5%
0.3%
0.9%
1.2%
80.3%
1.9%
0.5%
0.3%
0.3%

1.0%
0.5%
24.0%
18.7%
10.4%
23.5%
0.5%
0.9%
1.7%
2.1%
5.5%
0.2%
9.3%

59

Marital Status
Co-Habiting

Divorced

Married/Civil Partnership
Other

Separated

Single

Widowed

Unknown

Living Arrangements

Couple With Children

Couple Without Children

Others Sharing

Single Female No Children

Single Female With Children/pregnant
Single Male No Children

Single Male with Children

Unknown

Employment Status
Carer

Full Time

Part Time
Self-Employed
House Person

Long Term Sick
Maternity/Paternity Leave
Retired

Student

Temporary Sick
Unemployed
Unknown

Local Authorities
Middlesbrough
Redcar & Cleveland
Stockton
Hartlepool
Darlington

County Durham
Hambleton
Disabilities
Registered disabled
Self-identified as disabled

4.7%
7.6%
28.5%
0.0%
5.2%
46.3%
5.5%
2.2%

16.1%
16.1%
3.1%
16.8%
20.0%
20.7%
5.2%
2.1%

3.5%
5.4%
8.5%
2.2%
1.7%
43.9%
0.0%
15.7%
0.5%
2.2%
15.2%
1.2%

70.2%
20.0%
7.6%
0.7%
0.5%
0.5%
0.5%

489
395
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Clients Accessing Service By Ward

Acklam 1.2% Newcomen 0.9%
Aycliffe West 0.2% Newport 9.8%
Ayresome 2.1% Newtown 0.3%
Belmont 0.7% Normanby 1.7%
Berwick Hills And Pallister 2.6% North Ormesby 3.3%
Billingham 1.4% Northern Parishes 0.3%
Brambles And Thorntree 3.5% Norton South 0.6%
Brinkburn And Faverdale 0.2% Nunthorpe 0.3%
Brotton 0.5% Ormesby 0.3%
Central (Middlesbrough) 14.1% Park 4.2%
Coatham 1.9% Park End And Beckfield and Oxbridge 4.3%
Coulby Newham 1.6% Roseworth 0.3%
Coxhoe 0.2% Saltburn 0.7%
Dormanstown 0.5% Skelton East 3.2%
Eaglescliffe 0.5% South Bank 3.4%
Eastbourne 0.2% St Germain’s 0.9%
Eston 2.4% Stainsby Hill 0.5%
Grangetown 1.6% Stainton And Thornton 0.3%
Great Ayton 0.2% Stephenson 0.0%
Guisborough 5.5% Stockton Town Centre 0.3%
Hardwick 0.3% Stokesley 0.3%
Hartburn 0.5% Teesville 3.1%
Headland & Harbour 0.5% Trimdon 0.5%
Hemlington 2.6% Unknown 0.7%
Hutton 1.2% Victoria 0.2%
Ingleby Barwick 0.2% Village 0.3%
West

Kader 0.5% Dyke 1.9%
Kirkleatham 1.4% Wheatlands 0.7%
Ladgate 1.2% Yarm 0.5%
Linthorpe 1.4% Zetland 0.7%
Loftus 1.0%

Longbeck 1.4%

Longlands And Beechwood 3.8%

Lumley 0.2%

Mandale And Victoria 1.0%

Marton 0.8%
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Where did you hear about us?

Accent Housing 1.0% STAMP 1.9%
AgeUK 0.2% Step Forward Tees Valley 0.7%
CHAC Poster, Website and Facebook 0.8% Stockton Council 1.2%
Citizens Advice 2.2% Thirteen Group 0.2%
Firm Foundations 0.7% Thumhara Centre 0.3%
Together In a Crisis
Friends or Family 45.5% (TIAC) 0.5%
FROG 0.2% Triage 0.3%
GP Surgery and Social Prescriber 16.1% Tribunal Service &DWP 0.2%
Harbour 0.3% TVWC 0.5%
Hope Foundation 0.3%
Impact on Teesside 0.3%
Internal Referral 0.2%
Jobcentre Plus 1.9%
Legal Advisers / Solicitors 0.4%
Middlesbrough Council 2.8%
Middlesbrough FIG (Hubs/UCB/etc) 7.1%
Middlesbrough Welfare Rights 1.2%
MIND and NHS Mental health 4.0%
Probation Service 0.5%
Redcar & Cleveland Council 8.1%
Shelter 0.2%

Sources of information

Cleveland Housing Advice Centre CharityLog
Middlesbrough Advice Partnership CharityLog
Middlesbrough Council Financial Inclusion Group (FIG)
Middlesbrough Council

Mahmoud Shehata — Joint Centre Manager

Email: mahmoud@chac92.co.uk
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Treasurer’s Report

Thank you: Cleveland Housing Advice Centre continues to help thousands of
people each year through the support and commitment of many organisations and
people. We recognize that many people are facing increased financial pressures
due to rising inflation and the higher cost of living, and we provide them with the
assistance they require.

As we move forward, we will continue to adapt and innovate to meet the changing
needs of our community. We will work closely with our partner organizations and
supporters to ensure that our resources are used as efficiently and effectively as
possible, so that we can continue to provide vital services to those who rely on us.
While the road ahead may still be uncertain, we are confident in our ability to navigate
it with resilience and determination. We will keep striving to make a positive
difference in the lives of those we serve, and to build a brighter future for our
community.

During 2023 we faced rising operational costs due to inflation, increased service
demand, and regulatory compliance. These rising costs put pressure on already a
limited budget. In 2023 the charity received a total of £345,000 voluntary income,
Middlesbrough Benefit Take-Up Campaign and outreach hub advice on behalf of
Middlesbrough Council contributed 13%, Central Government grants 16%, CHAC on
the job training project contributed 7%, National Lottery 16%, Continuation Grant

36 %, and one-off grants 12%. The Charity also received a special grant from the Tudor
Trust to support our Staff wellbeing, which was highly appreciated by our Staff and
volunteers.

The Charity reserve was maintained at 6 months' running cost during 2023 which was
equivalent to £135,000. We recognize the importance of valuing our staff and
supporting them during these challenging times. By offering increased wages and
closing the pay gap between our organization and the public sector, we aim to retain
our well-trained and dedicated staff who play an essential role in providing crucial
support to our community.

Additionally, we are aware that the rising cost of living is affecting many of the people
we serve, and we remain committed to providing them with the assistance they need.
As the demand for our services continues to increase, we will work closely with our
supporters and partner organizations to ensure that we are able to meet this demand
and continue to provide the highest quality support possible.

Our service is free at the point of delivery and must remain so, but we will continue
to reduce and control expenditure and support our staff wellbeing through one off
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bonus payments to support the increase in costs of living and by offering more
flexible working arrangements which can reduce travelling costs and offering help
and advice for those who need it most.

We will continue to increase the use of online technology and telephone
technology to save costs, this will pay dividends in terms of training, working
closely with our partner organisations and continue to research ways of finding
extra resources, either through fund-raising or sharing projects with other
providers.

Outlook:

It is difficult to predict what will be happening in the next 12 months or so, but |
can confirm that funding in hand or promised for 2024 is scheduled to be received
on time and we don’t anticipate any significant short fall. The Charity go forward to
2024 with a total of £260,000 of promised grants, £134,000 Cash reserve and a
forecasted expense of £300,000.

The Charity Managers and Trustees are working hard to secure additional funding,
find creative ways to continue and expand our activities, meet our priorities for
2024 listed in page 17 of this annual report, and avoid any cuts in the vital services
we provide.

Debt advice work is life changing. It’s not just about money, it is about enabling people
to escape from circumstances that have blighted their lives. | am looking forward to
the opening of CHAC Community Money Advice Centre in affiliation with Community
Money Advice (CMA) National Network to provide a Specialized Debt Advice Service in
the community as out-and-out Centre.

We are grateful for all the support and commitment from our partner organisations
and volunteers, as well as the generous donations from our funders. With their help,
we have been able to maintain our operational costs and support our staff's wellbeing.

Conclusion: The resources were expended in accordance to fund providers’ policies
and conditions. Page 64 detail income received and source. Pages 68 and 69 enfold
the Trustees report, page 71 provides a statement of financial activities including
income and expenditure, and page 72 encloses the charity’s signed balance sheet.

Naomi Smith
Treasurer E-mail: naomi@chac92.co.uk
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INCOMING RESOURCES

Henry Smith Charity

Garfield Weston Foundation

29th May 1961 Charitable Trust

The National Lottery Community Fund”
Souter Charitable Trust

Hilden Charitable Fund

Lottery Costs of Living

A B Charitable Trust

Middlesbrough take up and hub contract
Charles & Elsie Sykes Trust

Newcastle Building Society Community
Rothley Trust

Tudor Trust

Charles Hayward Foundation

Hadrian Trust

ESF

Swan Mountain Trust

Allen Lane Foundation

Archer Trust

Edward Gostling Foundation
Community Foundation Resilience Fund
Albert Hunt Trust

Barbour Foundation

William Leech Charity:

William Webster Charitable Trust

1989 Willian Trust /Co Community Foundation
Evan Cornish Foundation

Rank Foundation

Awards for All England

People's Postcode Trust -neighbour
Speedomick Foundation

Durham Community Foundation
Charitable G Payroll Giving

Total incoming resources

Investment

2022

35,200
25,000
5,000

3,000
5,000

20,000
98,125
3,000
3,000
2,000
20,000
5,000
4,000
20,000

3,000

15,000
7,000

1,500
3,000
5,000

5,000

2,000
0
65

289,890
209

290,099

64

2023

33,100
25,000
5,000
61,096
3,000

56,112
5,000
46,370
3,000
5,000
2,000
27,000

1,000

4,000

5,000

7,000
3,000
0

0

0
8,000
14,177
0
25,000
0
5,000
60

343,915
595

344,510
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Charity registration number 1152785

CLEVELAND HOUSING ADVICE CENTRE

ANNUAL REPORT AND UNAUDITED FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2023
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CLEVELAND HOUSING ADVICE CENTRE

LEGAL AND ADMINISTRATIVE INFORMATION

Trugteas

Charity number

Imdapandant axamines

Miss M Srralh

Mr B Brydon

Mr G Williamson
Mr M Bateman

1152785

Dravias Tracey

Swan Hoase

Wesipoint Road
Teesdale Business Park
Stocidon on Tees

TS17T age

66
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CLEVELAND HOUSING ADVICE CENTRE

TRUSTEES' REPORT
FOR THE YEAR ENDED 31 DECEMBER 2023

The trusiees present their annual repan and financial statements for the year ended 31 December 2023,

The financial stalements have been prepared in sccordance with the acsounting policies set ouf in nota 1 o the
financial slatements and comply with the charlty’s consfitution, the Charifies Act 3011 ard “Accounting and
Repoiting by Charities: Statement of Recommended Practice apphesble io charties prepaning their accounts in
accordance with the Financial Reporing Standard applicsble in the UK and Republic of Ireland (FRS
102)° (effpctive 1 January J01%).

Dbjectives and activities
Dbjectives and aims
The main objectives of the charity are the reliaf of poverty of the inhabitarts of Cleveland and its envimons in
particular but without limitation by:
= Tha prosision of 2 welliane righls advisery senice.
= The provision of on the job training,

The trusbees have considered the Chanty Commission's guidance on public banefil when reviewing the chanity's
8ima and objectives and in planning Arture actvises,

Significant activities
The main activifies undertaien for public benalit, in reéation to the abowe chiectives ar
= One bo one advice will casework on
= Btahsory righis io the peopio who Bre homeless, threatened with homelessness of nving in poor
conditions.
= On all range of welfare and housing banefits avalakie.
= Onall types of debi and ameans
* Frae reprasentalional sdvocacy sendcs in pemon o appeal binals and county court,
= Oulreach advisory Sanices b people who ang housebound.
= On the job training for residents who are both socially and econcenicaly axchuded from ihe labour marked

Achievements and performanca

Dwrring this wear the charily ncreased fis advice capacily by a further 5T hours, delivared its senvices from
2 main offices and 14 hubs in Tees valley. We have provided advice, support and help o over 18,000
pecple of & wide fange of presenting problems, such as avidion, dabt homelessnass, and weliare
payment isaues., which resultad in impraving their guality of fe.

Financial review
Reserves policy
Thea charity's reserves ane maintained o cover al least 4 months agpendilus

Structure, govemancs and managemant

Governing document
MMWWHHMMWMMMQJWHHMHMWh
Constitugicn.

The trusbees who served during the year and up ta the dale of signature of the financial statements were:
Miss N Smith

Mr B Brydan

Mr G Viilliamsan

feir b Babeman

Recruftment and appodntmant of new trustess
Trusiees are appainied by the board of the trustees
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CLEVELAND HOUSING ADVICE CENTRE

TRUSTEES' REPORT (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

Tha tnustees’ repor was approved by the Board of Truslees

Miss M Smigh
Trustoe

2 Febniary 2024
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CLEVELAND HOUSING ADVICE CENTRE

INDEPENDENT EXAMINER'S REPORT
TO THE TRUSTEES OF CLEVELAND HOUSING ADVICE CENTRE

I repom o the usiess on my examination of the financial statements of Cleveland Housing Advice Centre (the
charity} for the year ended 31 December 2023,

Responsibilities and basis of report
Asg the trustees of the charity you ang responsible for the preparation of tha financial statements in accordanca with
the requirernents of the Charites Act 2011 (the 2011 Act)

| report in respedt of my sxamination of the charity's financlal sistements camed out under section 145 al the 2011
Act. n carmying oul my examination | have followed all the applicable Directions given by the Charity Commisséon
under section 145(5)(b) of the 2011 A

Indepandent examiner's statement

Since the charity’s gross income excesded 250,000 wour examiner must be a membaer of @ body Bsled in section
145 of the 2011 Act. | confirm that | am gualified to undertake the examination because | am a member of | which is
ona of tha listed bodkas.

| have completed my examnation, | confirm that no matters: have come to my attention in connection with the

examinalion giving me cause o balieve thal in any maleral respect

1 actounting mecords wene not Kepd in respect of the charity as required by section 130 of the 2011 Act; or

2  the financial statements do not accord with those reconds; or

3 ithe financial statermernts do nol comply with the applicable requirements conceming the form and conbent of
sccounts set out in the Chasities (Accounts and Reports) Regulations 2008 ofher than any requirerment that the
BCcounts give a true and falr view which (s not 8 matter considered as part of an independent examination.

| have no concems and have come Boross no ofher matiens in connection wilh the examination 1o which atlention
shauld be drawn in this repod in order i enable & proper undarstanding of the financial statements 1o be reached,

_,-—'_'_'_.
naies T \Meeey —
Craig Davies ICAEW )
Davies Tracey =

Swan Housa

Westpoint Road
Tessdale Business Fark
Stocklon on Teas

TS1T 8BP

Dated: 2 Fabruary 2024
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CLEVELAND HOUSING ADVICE CENTRE

STATEMENT OF FINANCIAL ACTIVITIES
INCLUDING INCOME AND EXPENDITURE ACCOUNT

FOR THE YEAR ENDED 31 DECEMBER 2023

December 2023 181,874 18, 032 128, 906 115,233

Urnrestricted  Restrictad Tatal Unrestricted  Restricted Todal
funds funds funds funds
2023 2023 2023 2022 ¥ 1P 1 F
Notes £ £ £ E E E
Incoms from;
Donaticns and
legacies 3 200,187 54,006 344,283 280 800 - 80500
Irrvesimants 4 227 - k) ol - 209
Total income 260,414 5l (et 144 510 20, O 00,088
Expenditurg on;
Charitable activites & M2 ATI 36,064 334 537 287,182 - 2ET 182
Met [outgoing)lincoming
resources bafore
transfers {12,058) 18,032 5,873 2,817 - 2T
Gross transfars
Brbriaan Bursds 78,700 {78,700 . - =
Mot incomal{oxpend bure)
for the year!
Met movament in funds 66 641 {60, 6588) 5,973 28917 - 2817
Fund balances at 1 Januany
2023 115,233 74, o0 183,233 112,318 T8, 0 191,046
Fund balances at 31
T8.700 183,833

The staternent of financial scthities ncldes all gans and losses recegised in the year

All incomea and axpendibing defive fnom continuing acivilies.

71

Annual report 2023



CLEVELAND HOUSING ADVICE CENTRE

BALANCE SHEET
AS AT 31 DECEMBER 2023

Fixed assets
Tangbie gassts ]

Current assels
Debiors 10
Cash a2 bank and In hand

Creditors: amounts falling dus within

oneE year 11
Med curnent assets

Total assets lpss curment labilities

Income funds

Restricted funds 12
Urresiriched funds

Tha financial stalements were approved by the Trustess on 2 Feibruary 2024

Miss N Sma
Trustes

HE

42 028
133,762

175,788

[5,753)

72

0,871

170,035

169, 508

18,032
181,674

1580, 508

72200
101,986

174,188

(4,449}

188,737

183,833

18,1
15233

163,833
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CLEVELAND HOUSING ADVICE CENTRE

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2023

-

Accounting poliches

Charity information
Cleveland Housing Advice Centre 5 8 Chantable Incorporated Organisation.

1.1  Accownting convention
The financial statements have besn prepared in acoardance with the charty's constiution, the Chanties Act
2011, FRS 102 “The Financal Reporting Standard applicable in the LIK and Republic of Ireland” (FRS 1027
and the Charifies SORP “Accountng and Reporting by Charties: Statement of Recommended Practice
Bpplicable io charities preparing their accounts in accordance with the Finandal Reporing Standard
applicable in the UK and Republic of keland (FRS 102)" (affective 1 Jaruary 2018). Tha chadity iz 8 Public
Benefit Entity 88 defined by FRS 102

Thia charity hes taken advantage of the provisions in the SORP for charities nol to propare @ Statemient of
Cash Flows.

The financial stalements have deparied from the Charities (Accourts and Repors) Reguiations 2008 cnly b
e exient required fo provide a tnue and fair view. This departure has involved following the Staement of
Recommended Practios for charties applying FRS 102 rather than the vension of the Statement of
Recommended Praclice which (s refered 1o in the Regutations but which has sinca baan withdrawn.

The financial stalemenis ane prapared in stering, which is the funclional curency of tha charity. Monetary
amounts in these fnancal stabements ane rounded b Hhe nearest £

Thie financial statements have bean prapaied under the hislorcal cost corvention, [modiied 1o inciude the
revaluation of freshold propesties and fo incude invesiment properies and cerain financial instruments af fair
valut], The principal aceounting palices adopted are s oul below.

1.2 Golng concern
Al the e of approving the fnancial statements, the (rustees have a reasonabie expectation that the charity
has sdequate respurces to continue in opemfional edstence for the foresesable future. Thus the tnstees
pordnua o adap! (e poing concem basi of acoounling in preparing the financial slatamants.

1.3 Charitable funds
Unrasiricied funds ane available for use al the discretion of the rustees in fuiherance of ther chariiabss
obpecives,

Resticted funds are suect 1o spacille conditions by donars 83 1o how they may be usad. The pumpases. and
uses of the nesticted funds are sat out in the notes i Te financal statements

Endowmeant funds are sutdect to specific conditions by donors that the capital must be maintained by the
charity

14  Income

Incoema is recognised when the charity is legally eniitied fo it after any performance conditions have been med,
the amounis can be measured relably. and it is probabla that incomsa will b receied.

Cash donalions. ane recogresed on repeipl. Other donalions are recognised once the charity has bean notified
of the donaticn, uniess performancs condibions requine dederral of the ameunt. Income tax recoverable N
redation 1o donations recasved under Gift Ald of deads of cormenant 8 recognised at the lime of the danaton.

Legacies are recogrised on receipl of otherstaa if the charity has been notified of an impending distribution,
tha amount ts known, and receipd is axpacted. B tha amount is not known. the legacy s treated as a
contingent asset
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CLEVELAND HOUSING ADVICE CENTRE

MOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

Accounting palicies [Continued)

1.5 Expenditura
Exponditure is recognised onca there (8 8 legal or constructive obligation o anafer economic banafit 1o &
third party, it is probable that a transfer of econcmic benefits will be required in satiiement, and e amount of
tha chiligation can be measured raliably.

Expenditure is classified by actvity, The costs of aach activity are made up of the total of direct cosls and
shared costs, including support costs invoived in underaking each achity, Direcl costs atiibutable to a single
activity are allocabed directly to that aclivity. Shared costs which confribule 1o more than ona activity and
support cosis which are rol atiributable to & single aclivity are apportioned bebwesen tess achivitles on a basis
conssbant with the use of msouces. Central siaff cosis are alocated on the basis of time spent. and
dapreciation chanjes are allascated on the portion af the assal's yss.

1.6 Tangibde fixed assots
Tangible fued sssals are inkaly measured &l cost and subsaquenty messured at cost or valuation, net of

Dapracation S nesoogrised 50 as bo wite off the cost or valuation of assets less their residual valiues ower their

wsfid lives on the foliowing bases:
Leasshold improwaments. 25% reducing balance
Fhtures and fittings 15% reducing balance

Thea gain o loss ansing on the dispceal of an asset s delermined as the diferance betwean the sales proceeds
and T Garrying valus of the assad, and is recognised in the stabement of financial sctivities.

1.7  |mpalrment of ixed assets
A epch reporting end dabe, the charty reviews the carmying amounts of its tangible assets o detarmine
whathar thana is any indication thal those assals have suffered an mpaiment loss. If any such ndicalion
enisis the recoveraiols amount of the asest 15 estimabed In onder 1o determing the axtent of the mpaimant
loss {if any).

1.8 Cashand cash equivalents
Cash and cash equivalenis indude cash in hand, deposits held at call with banks, ather shortesm liguid
irestmants wih original maturites of three months or less, and bank overdralts. Bank ovardralts are shown
within bosrowings in curment liabilities.

1.8 Financial instremeants
The chardy has alected i apply the provisghons of Sestion 11 'Dasic Financial Instumanta’ and Saclion 12
‘Giher Financial Instruments Issues’ of FRS 102 o all of igs financal instruments

Financial insirumenis are recognised in the charity's balance shesi when the charity becomes party o the
contraciusl provisions of the nstnumsant.

Financial assais snd liabiities are offssd, weh the net amounts presented in the financlal sistemants, when
thens i a legally endoncaable fight to sef off the recognised amounts and theds is an imention io setile on & ned
inasis oF 1o readise the asset and satiia the kabilly smulienecusly.

Basie firancial assers

Basic financial assets, which indude debfors and cash and bank balances, are initially measured o
ransaction prica including transsction costs and ane subsequantly camied at amortisad cost using the affective
mierest method unless the mrangement corstiutes & financing fansacfion, whore the Fansaction is
msasyred al the presant valus of the fulere receipts dscounted al a marke! rabes of inferest Financial asseis
clagsilad &8 receivabie within cng year are ROt amortsed,
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CLEVELAND HOUSING ADVICE CENTRE

NOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

1 Accounting policies {Continued)

Basic financlad Tybdities

Basic fnancial liabilitles, inclugng credilors and bank koars are initially recognised &t ransaction price unkess
the arrargement consties a financing transactian, where the debl instrurnesd is Measured al Be presen
valua of the fulure payments dscounted et 8 market rate of interest. Financial FabiiSes classified as payabia

ekt instruments are subsequantly camed at amotised cosl, wsing the effective nfenes? rale method.

Trade credifors ane obligations 1o pay for goods o Serdoss thal have besn acquired in the oidinary couss of
operations from suppbars. Amounts payable are classified as cument liablites i payment Is due within ona
woar or less. f not, they are pressnbed as non-curent liabilities. Trads credifiors are recognised initially &
frangaction prica and subsequently messured at amortised cost using the efective interest meshed,

Derecognition of financial Uabilites

Financial kabllifas are darscognised when the charity's conrectual obligations axpire or are dischargad or
cancaling,

1.1 Employes benefits
The cost of ary unused holiday entilement is recognised in the period in which the employee’s serdces are
renaed,

Tarmination benalits are recognised immediately as an axpense when the charnty is demanstrably commitied
b berrinate the employment of 8n emplogee of 1o provide termination benefits.

2 Critical accounting estimates and judgements

in the application of the charity's accounting policies, the trustees are requred o make judgements, estimales
and assumpthons abou! the camying amount of ssseds and kabiities that are not readily apparent from other
sources. The estimates and associated assumpiions ane based on Ristorical experience and other taciors that
are conaiierned to ba relevant Actusl results may differ from these estimates.

The eslimales and undedying assumplions are reviewed on an cngoing basts. Revislons 1o accounting

astimates are mcognised in the peried in which the estimate is revised where the mvision aSects only that
period, of in the pernod of the revision and fulure periods whena the revision affects both cument and fulure
perinds

3  Donations and legacies

Unrestricted  Restricted Tatal Unresifcied

Tunds: funds funds

2023 2023 2033 202

£ £ £ E

Hub & campaign advice project 46,370 - 46,370 8,125
Donated services and facilties 437 - 24387 1P TEE
Training agreemants . . - 20,000
Hatianal Lotery Community furd . B4 Dog B4, 038 .

260,187 B4 006 344 303 289 880
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CLEVELAND HOUSING ADVICE CENTRE

NOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

IFvestments

Interest recatable

Charitable activities

Staff costs

Dwprociation and impairment
Fund raising consuftancy
Middlesbrough access advice
Trairing bulors

Mialor and iraneel expares
Accountancy, bookkesping and legal fees
IT development consultancy
Repairs and renewals
Subseriptiors

Fank, rabes and walesr
IFesurancs

Light and heat
Tewaphone, (ax and intermal
Pastage, pringng and siationery
Clpaning and sundries

Bank charges

Analysis by fund
Unresiricled funds
Rastricied funds

Trustees

Unrestricted Unrestricted

fumnds

2023

227

funds

2022

208

Charitable Charitable

Expenditure Expenditurs
2023 Faifird

E £

167 624 164,280
3408 T
3,548 4,068
24 873 1881
44 444 40007
1,654 4819
4,850 G473
156548 16108
1,111 -
3,055 1.842
12495 12847
1,067 1,463
G423 1.241
5618 5,804
4,705 3,807
2,247 3,125
175 J42
338, 537 287,182
338 53T 287 182
02 4T3 287,182
343, 054 =
338 53T 287,182

Mona of the trustees (o any persons connected with them) recelved any remunaralion or benelits from the

chiarity during the year,
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CLEVELAND HOUSING ADVICE CENTRE

MOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

T  Employees
Thea awvarage manthly number of employsas during the year was!

Employment costs

W and saladies
Social security costs
Voluntsers subsidies

Thera were no amployees whoss annual remuneration was mana than £80,000.

Taxation

2023 202
Humbar Mumibser
8 I

2023 2022

£ E
173,144 145,885
13,843 11,830
10,597 3484
157 824 181,250

The charity ks exempl from tax on income and gains faling within section 505 of the Taxes Act 1588 or section
253 of the Taxationof Chargeable Gairs Act 1502 fa the axiend that Shess are applied o its chantable objects

Tangibde fived assets

Loasehold  Fiztunes and Tivtal
inprera Tt fisings
£ £ £

Cot
AL 1 January 2023 R 5 516 BET43
Additions 1,217 805 11,082
Al 31 Decamber 2023 33,504 4 321 raks
Dapreclation and Impalrment
At 1 January 2023 24,545 37 681 62 548
Diapraciation charged in the year 1,882 3428 5408
At 31 December 2023 aill=" g 41,007 a7 854
Carrying amauml
Al 31 Descamber 2023 G,337 £d,314 288M
Al 31 Decamber 2022 T.2681 16,635 24,166

TR
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CLEVELAND HOUSING ADVICE CENTRE

NOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

10 Debiors

2023 03z
Amaunts falling due within one year: £ £
Trada debbors 42 28 T2.200

11 Creditors: amounts falling due within one year
2023 2022
E E
Trada craditors 4112 2.7
Aocniats and delamed Roome 1,641 1,658
5753 4 440

12  Restricted funds

The income furds of the charty inchide restricled funds comprising the Tollowing urexpended balances of
donations. and grants heldd on tnest for spocific purposes:

Movemant Movemant In funds
in funds

Balance al incoming  Balance at incoming  Arscroes Transfers  Balance at
1 Jarary 2032 resources| Jarmary 2033 resources expencied H December
2023
£ E £ E E £ £

Rastricted
fund 18,700 d T8, 34,086 {38, 054 {78,700) 18,032

The purpode ol the Mational Loltery Community néstrichad fund for RC MNorh East and Cumbiia Region is ba
provide core funding. Each instalmant & axpended ower a panod of sk months

Tramslors batapan Tunds
Rostricied funds ane reloased to unresiricted funds when the Trusteos considesr the resincions on those funds
have been dechanged

-1 -
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CLEVELAND HOUSING ADVICE CENTRE

MOTES TO THE FINANCIAL STATEMENTS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2023

]

Analysis of not assets betwoon funds
Unrestricted
funds
2033
£
Fund balances at 31
December 2023 are
reprasanbed Dy
Tangible assets 26,871

Current assets/(liabiities) 152,003

181,874

Related party transactions

There wene no dsclosable nefaled paty transacions durng the year (2022 - none).

Restrsched Todal Unrestricted Restrictesd Tokal
funds funds funds

0 03 maz oz 0z

£ E E £ E

- s X il 24,166 - 24,196

18032 170035 a1,037 T8,700 169,737

1906 906 115,233 183,833

18.032

-12 -
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Staff, Volunteers and Trustees enjoying a well-deserved Christmas outing in Dec 2023 after working
through a hard year. “Teamwork makes the dream work “.

Cleveland Housing Advice Centre CIO
Charity number: 1152785
Financial Conduct Authority number-FRN 627715
16 Borough Road
Middlesbrough
Cleveland
TS15DW
Tel: 01642 254544
Website: http://www.chac92.co.uk
Email:admin@chac92.co.uk
Facebook: https://www.facebook.com/groups/2506018839709053
Twitter: https://twitter.com/AdviceCleveland

Serving
The Community since 1992
By a team of highly trained Advisors and volunteers from the Community

You can download this Annual Report by visiting the Charity Commission website:

https://www.gov.uk/government/organisations/charity-commission
This Annual Report was published In-house by trainees using eco-friendly resources.
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