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Introduction and Chair’s Report
This annual report covers the period of 
1 April 2024 to 31 March 2025. This has 
been a complex year for our community 
who have seen their financial resilience 
depleted by both the Covid pandemic 
and then the cost-of-living crisis. Our team 
of paid staff and volunteers have worked 
incredibly hard to help the people who 
came to our door and have managed to 
respond to the immediate emergencies 
and crises people present with as well as 
achieving measurable improvements in 
people’s longer-term stability.

Key Achievements

We continue to be part of the successful 
partnership commissioned to deliver 
the citywide advice contract. This work 
is delivered in partnership with Citizens 
Advice Manchester and Shelter with a  
new contract beginning in October 2024.  
This partnership allows all involved to 
bring their strengths and specialism to 
work together to improve the lives of 
people in Manchester. 

We have expanded our outreach work  
in response to requests from the 
community and local partner agencies. 
We have attended events for carers of 
disabled children, retired people, families 
struggling to meet basic living costs, 
people with long-term health conditions 
and events with the aim of reducing 
environmental impact and improving 
people’s financial resilience. 

We were proud to receive accreditation 
as a Real Living Wage employer this 
year. We have also built on last year’s 
zero carbon efforts and developed a 
full Environmental and Energy Policy to 
further guide our work in this area.

We have extended our policy  
engagement as an important way to 
advocate for our community at a strategic 
level. This has included in Making 
Manchester Fairer, neighbourhood work in 
addressing health inequalities in the Black 
community and involvement in convening 
a local anti-poverty community. We are 
grateful for all the local partners and 
official agencies who both support and 
facilitate this involvement. 
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Our thanks

We are grateful to all of our 
funders, our partners, our 
staff team, our volunteers 

and our trustees. We remain eternally 
grateful to the people in Cheetham 
Hill and across Manchester who trust 
us with their problems and 
support us.

Sarah Sedge,
Chair of Cheetham Hill Advice Centre

Influence at a strategic and citywide level

Develop community capacity through local leadership

Increase community resilience via community training and events

Improve stability and wellbeing for individuals by providing advice

Strategic  
model
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Outcomes 
We helped 1,435 people in the year with 
many people coming to CHAC for help 
due to inflationary increases on the costs 
on food, energy and housing. Our advice 
increased people’s income to help ensure 
they can meet their essential payments 
and also lessens worry and stress. We 
helped 182 people to access appropriate 
housing as well as helping 56 people to 
access discretionary housing payments 
that keep a family in their home, 
preventing homelessness from occurring. 

We know that increasing people’s financial 
situation and housing stability are the first 
steps in helping lift people out of poverty. 
We work in a way that increases people’s 
confidence to resolve their problems in 
the future, improving their knowledge and 
increasing skills to prevent problems from 
occurring again.

Advice Service
Over the past year we helped 1,435 
people with 4,051 issues. This is an 
increase of 23% in advice provision 
compared to the previous year with many 
people struggling to make ends meet 
during the cost-of-living crisis. 41% of all 
the people helped are Disabled and one 
in five of all cases being linked to disability 
and long-term health conditions (20%). 

We helped with 2,190 welfare benefit 
issues and helped to increase and 
maintain over £3.5 million worth of 
welfare benefits (£3,508,525 in total). 
We helped with 827 debt cases and had 
£102,717 in debt written off for people.  
We dealt with 282 housing issues and  
also helped people claim £40,301 in 
charitable grants. We additionally helped 
with education, employment and health 
and social care issues. 

I was so stressed when I 
got the bills and did not 
know what to do. My late 

husband was dealing with all the 
household bills before he passed 
away recently. I am glad I came to 
the advice centre. Special thanks to 
the advisor who helped me to work 
out my budgeting and negotiated 
an affordable payment 
plan. I am now feeling more 
positive about my life. 

Client

Asian 45% Black 15% White 12% Arab 10%

Chinese 1% Mixed 2% Other 4% Not known 11%

0 20 40 60 80 100
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Male

Non-binary/
Other gender

Disabled

Lives in North 
Manchester

From Black, Asian 
or other racialised 

communities

0 20

76%

80%

41%

50%
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49%
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Key Statistics

Ethnic origin

Outcomes

604
felt 
empowered 
to act

93% 
feel more  
able to cope

254
charitable 
grant awards

91
registered with 
utilities Priority 
Services Register

872
increased 
in their 
understanding

99% 
found the 
service helpful

89% 
are less 
stressed 

82% 
are sleeping 
better 

187
with housing 
outcomes

% calculated from all completed evaluation forms in the year (249)

£3,663,147
income has been  

increased or protected
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Strategic Impact
Cheetham Hill Advice Centre is part of a number of key partnerships and strategic groups 
which extend the impact of the work of the charity and advocate for the community on a 
citywide level. These include addressing health inequalities, anti-poverty initiatives, co-
delivering Manchester Advice Forum, supporting growth and diversity in service provision 
in North Manchester, increasing resilience and involving the voices of people who are 
experts by experience. A diagram summarising CHAC’s wider strategic impact is below.

Targeted Work
Targeted approach

We were fortunate this year to be funded 
to deliver targeted work for some of 
Manchester’s most vulnerable residents. 
We delivered work around health 
inequalities, work to address the cost-
of-living crisis and work to help older 
people and families that are struggling 
financially.  This work has sat alongside our 
central advice offer and meant that we 
could provide bespoke help and bring our 
services to more areas via specific sessions. 

Autumn and Winter

We delivered energy saving sessions during 
autumn to help people reduce their energy 
use as well as reducing their bills. Over the 
winter period we increased the number 
of people accessing Pension Credit and 
Attendance Allowance as well as ensuring 
as many older people as possible were able 
to access Winter Fuel Payments.

Spring and Summer

We reached out to families over the spring 
and summer to help families access the 
Wood Street Mission school uniform 
scheme as well as giving away 200 PE 
bags at a Anti-Poverty Community event 
in Crumpsall Park. We delivered sessions 
to parents of Disabled children as well as 
delviering financial capabilty sessions for 
parents in schools, in faith community 
buildings and at community groups  
across North Manchester.   

Volunteers
We are so grateful to the amazing 
volunteers who gave up their time to 
help deliver our services in the last year. 
We were helped by 32 volunteers who 
between them delivered 962 hours of 
time with us at CHAC. Volunteers provided 
advice, ran our reception desk, gave out 
information, helped people with on-line 
processes and spent time with people 
who struggled to complete forms or make 
official phone calls without that assistance. 
There is the additional value of volunteers 
helping people in multiple languages, 
providing support and ensuring more 
people are helped face-to-face. 

Environmental Focus
We have continued our efforts around 
reducing our environmental impact and 
work towards zero carbon. This has been 
as an organisation as well as with the local 
community. As an organisation we have 
reduced our use of paper and printing 
throughout our service provision as well 
as within our record keeping and filing. 
We were happy when a member of our 
team asked to collect our used tea bags 
and coffee grinds and they have been 
composting these on a Manchester 
allotment.   We have developed outcome 
monitoring tools that don’t use paper and 
have made these available to community 
members who want to use them.  This has 
enriched our work on energy reduction 
that we have carried out within our 
community alongside education sessions 
on reducing water use as well as using  
less gas and electricity out of choice as 
well as necessity. 

I came to CHAC to fill up 
some of my time and get 
out of the house after Covid. 

CHAC was the nearest place and I 
am able to walk here each week. 
I have always been interested in 
doing something like this and have 
enjoyed it. It is only half a day a 
week and I quite look forward to 
it – you never know what is going 
to happen! I have gained a wider 
knowledge of what is available for 
people help wise and it has 
opened my eyes to how 
people cope with so little.

Sana CHAC Volunteer

Making 
Manchester 

Fairer

On-line  
safety

Cheetham 
and Crumpsall 
Anti-Poverty 
Community

Work  
and skills

Cheetham 
Cultural  
Festival

Health 
Inequalities 
in the Black 
community

Our  
Manchester

North 
Manchester 

Together

Hope for 
Cheetham

Anti-poverty

Experts by 
experience

Citywide  
Advice Service

Advice  
Forum
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A copy of our full accounts is available 
from the Centre upon request.

Independent Examiners

Hilton-Jones Ltd  
t/a Community Accountancy Service 
Hollinwood Business Centre 
Albert Street 
Oldham 
OL8 3QL

Finance and Administration  
Officer in the financial year 

Abiodun Aremu 

IT Support

Bytesize

Banker

Co-operative Bank
1 Balloon Street
Manchester

Partners

Abraham Moss Warriors, Citizens Advice 
Manchester, Communities for All, Greater 
Manchester Immigration Aid Unit, 
Hopewell, New Testament Church of God, 
Manchester Mind, Manchester Refugee 
Support Network, Shelter, Wai Yin and 
Young Manchester. 

Funding

Our main funding in the year came from 
The National Lottery Community Fund, 
Manchester City Council and The Henry 
Smith Charity, the Peter Kershaw Trust and 
United Utilities Trust Fund.  

Cheetham Hill Advice Centre is an independent advice charity working with people across Manchester and predominantly in 
Cheetham, Crumpsall and North Manchester. 

We work with the local community through providing an advice service, training volunteers and partnership initiatives as well 
as developing the opportunity for voluntary sector, public sector and businesses to improve the lives of local people. 

If you’d like to find out more about Cheetham Hill Advice Centre or get involved please get in touch.

Cheetham Hill Advice Centre
1 Morrowfield Avenue
Cheetham Hill
Manchester
M8 9AR
T: 0161 740 8999
E: office@cheethamadvice.org.uk

IAA registration number: N201100029

Registered Charity Number 1136328 | Company number 7253445 
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Key achievements

We have been responding to the Cost-of-Living 
crisis using a diversity of approaches to address the 
multiple ways that people have been impacted. We 
increased our frontline capacity so we could help 
more people as quickly as possible. Alongside this 
we increased advisor hours so that we had more 
follow up appointments to help people achieve an 
outcome and an improvement for them and their 
families. We have delivered targeted work around 
debt, including utility debt as this is an area our 
local community told us they were struggling with. 

We continue to be part of the successful 
partnership to deliver Manchester’s citywide advice 
contract. This work is delivered in partnership 
with Citizens Advice Manchester and Shelter. We 
have worked together as a partnership to increase 
advice capacity across the city in the short term 
and to engage with the re-design of advice 
services for the city in the longer-term. 

We have reached out across North Manchester in 
the last year. We have delivered training sessions 
on financial capability and on surviving the Cost-
of-Living crisis. These sessions have been delivered 
in multiple languages, including via sign language 
interpretation. We have attended Cost-of-Living 

events in parks, schools, faith buildings, warm  
hubs and community centres. We have ring-
fenced a budget to bring freebies along to events 
we attend and have been giving people our 
contact details along with a bag of free fruit to take 
home with them. 

As a Board we have worked on continuous 
improvement of our governance over the last year. 
We have improved our recording and management 
of any conflicts of interest and we developed and 
wrote a new Business Plan to guide the work of 
the charity from 2024-2027. We are very grateful 
to the funders who have supported us in the 
past, especially the National Lottery Community 
Fund, Henry Smith Charity, United Utilities Trust 
Fund and Manchester City Council. This on-going 
support has provided us with the resources and 
the stability we have needed to respond to the 
challenges faced by our community. We know that 
the funding environment is very competitive and 
we have taken time to identify the areas where we 
could attract investment and generate income in 
the future. This includes finding additional ways to 
use the knowledge and specialisms we have as an 
organisation. 

Introduction and Chair’s Report

Welcome to Cheetham Hill Advice Centre’s  
annual report for 2023-2024

This year has seen us busier than ever as our community has 
been hit by the continuing Cost-of-Living crisis in multiple ways. 
We have seen people struggling to afford food, heating, light 
and housing costs with these leading to strained finances and 
increasing debt. Our team of staff and volunteers have worked 
to increase our capacity and to find solutions for the people 
who come to us for help. 

Our thanks

We would like to thank our staff team, 
our volunteers and our trustees. All 
members of the CHAC team have 

worked tirelessly and we are grateful for all the 
knowledge, energy, positivity and creativity 
they have brought to delivering our services 
within a very difficult year. The impact outlined 
in this report is a testament to all of your 
efforts and I would like to thank you on behalf 
of the Board for everything you have done. 

Thank you to the members of our team who 
have attended multi-sector meetings, network 
events and who have engaged with wider 
system change programmes. This includes the 
Making Manchester Fairer Programme Board, 
the North Together working group, the VCSE 

Health and Wellbeing Leaders’ group, Hope for 
Cheetham and the Cheetham and Crumpsall 
Anti-Poverty Community.

We are also grateful to all our funders 
and partners for their support, help and 
encouragement. We have appreciated your 
investment and your trust in our abilities to 
deliver the positive impact that our community 
want. We will continue to listen to local residents 
and the people who use our services to guide 
our work over the coming years and 
to respond to whichever challenges 
confront us all in the future.

Sarah Sedge,
Chair of Cheetham Hill Advice Centre
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Languages spoken amongst our clients 

We are proud to be based in a multi-lingual area 
and are able to help many people in their language 
of choice. Over the past 12 months we have 
provided help and advice in 35 different languages. 
The diagram below shows the languages, other 
than English, spoken. 

During our advice sessions we have either been 
able to provide an adviser who speaks the client’s 
first language, or seek an interpreter from Language 
Line, to ensure full comprehension from us, of the 
situation, and for the individual on their options. 
We have also delivered advice and a Cost-of-Living 
session via British Sign Language interpreter.

Romanian
Vietnamese

Turkish

Slovakian FrenchKurdish Somali
ChineseBritish Sign Language

Hindi

Hungarian
Dari Mandarin

Eritrean

Cantonese

Polish

Brava

UrduArabic

Amharic

Albanian

Swahili
Farsi
Punjabi

Bosnian

Bengali

Bangla

Pushto

Other
Greek

Czech

Lithuanian

Spanish

Tigrini

Portuguese

Who we helped 
Over the past year we helped 1,722 individuals. 
From the clients who provided ethnicity data 
over 89% were from racialised communities 
with the largest group being Pakistani at 29%. 
Other significant groups include Black/Black 
British (13%), Arab (6%), and White - British 
(8%). There were also smaller percentages for 
various other ethnicities such as Indian, Middle 
Eastern, and Chinese.

In regards to gender and disabilities; for the 1,722 
clients, 851 were women, 870 men, and one 
person who identified as other gender. In terms 
of disabilities, 37% of our clients reported they 
are Disabled with a large number having multiple 
disabilities (298 people). We also helped people 
with physical disabilities (172) and 91 people with 
mental health issues. A full graph of reported 
disabilities is below.

Ethnic origin of people helped (%)

	 Asian	 555 (44.7%)

	 Black	 258 (20.8%)

	 White	 221 (17.8%)

	 Mixed	 79 (6.4%)

	 Arab	 99 (8.0%)

	 Chinese	 14 (1.1%)

	 Other	 17 (1.4%)

Potentially I will be 
homeless. Having the 
team helping me at the 
moment is helping me to 
be less anxious. 

My life has improved 
significantly in every 
area, thanks for great 
helps from several 
of the advisers. 
I am now living 
better and it has it 
has improved the 
quality of my life.

Thank you for helping me 
with my debt problem,  
the adviser was patience 
and knowledgeable, I am 
feeling much better now. 

I have had lots of help from my adviser and the team regarding my unfair 
dismissal from my employer after 24 years and who to turn to and process.  
I feel less stressed as I know that I am being helped with my issue.

I now feel as if I could roar 
as if I was a tiger.

Key Statistics 

Age

Number 
of Clients 

25 or under 26-35 36-45 46-55 56-65 66-75 76+

55 186 392 413 276 146 38
Gender

Number 
of Clients 

Male Female Other

871 851 1

Disabilities 

Number 
of Clients

None
Learning 
Disability 

Mental 
Health Issue 

Multiple 
Disabilities 

Physical 
Disabilities 

Sensory 
Disabilities 

1052 9 91 298 172 8
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Outcomes achieved
The main bulk of work that Cheetham Hill Advice 
Centre has completed over the past year has been 
working hard to ensure families and individuals 
are as secure as possible. This includes ensuring 
people are getting all the benefits that they are 
entitled to, helping them manage their debts and 
help keep them in their homes. These outcomes 
help our clients to ensure they can afford to heat 
and feed themselves, and their families and have a 
safe place to live.

Broken down over the past year we have achieved 
4,037 successful outcomes for the individuals that 
we have helped. 

We helped with 302 new benefit applications, 
including 16 successful appeals, we helped 61 

individuals maintain their benefit awards and 50 
foodbank vouchers were issued. 

We helped 94 individuals to budget more 
effectively, 20 were then able to repay their debts. 
We helped 171 arrange affordable repayment plans 
with their creditors, and helped 39 individuals have 
some or all of their debts written off entirely. 

132 individuals were helped by our United Utilities 
Water debt project, in total these individuals owed 
£127,230 of debt, with over £100,000 owing in 
water arrears. We were able to help these individuals 
access schemes to reduce their bills, help them with 
water efficiency advice and in many cases apply for 
help to reduce the debts owed, please see the table 
below for a full breakdown.

Help provided by our Water Adviser

Applications made to Back on Track, Help to Pay and Payment Matching Schemes 78

Number of clients helped to arrange affordable payment plans 67

Number of clients added to the Priority Service Register to receive additional support 53

Water Sure applications made to reduce water bills 28

Trust Fund applications made 26

We advised 224 people on their housing issues, 
explaining their rights and how to resolve their 
issues, also helping with 37 applications for 
social housing and we were able to prevent four 
individuals being evicted from their homes.

Subjects we helped with
In the year April 2023 to March 2024 we have 
helped 1,722 individuals with a total of 3,296 
advice queries; including debt, welfare benefits 
and tax credits, housing, education, employment, 
health and social care, immigration and asylum, 
consumer goods and services and travel.

The largest area of advice we provided help with 
was Welfare Benefits with a total of 1,747 subjects 
advised upon, consisting of disability benefit 
applications; 72 for Disability Living Allowance, 
485 PIP applications, and 34 Attendance 
Allowance applications. We completed 59 
Discretionary Housing Payment applications, 79 
child benefit applications and 372 cases where 
we helped with Universal Credit applications 
or issues. The diagram below shows our top 10 
welfare benefit queries advised upon. 

	 Consumer goods & services	 111

	 Debt	 448

	 Education	 45

	 Employment	 35

	 Health & Social Care	 52

	 Housing	 333

	 Non-Regulated Immigration & Asylum	 56

	 Other	 341

	 Regulated Immigration & Asylum	 16

	 Skills & Employability	 7

	 Travel	 105

Top most common welfare benefit queries

	 Universal Credit	 333

	 PIP Daily Living	 282

	 PIP Mobility	 210

	 Council Tax Support	 171

	 UC WCA	 96

	 Benefit calculation	 92

	 Child Benefit & One Parent Benefit	 79

	 Housing Benefit	 66

	 Discretionary Housing Payment	 60

	 Tax Credits	 35

We assisted with 422 debt-related issues, broken 
down as non-priority debts owed by 121 
individuals and 162 priority debt issues, with water 
debt also being a concern for 119 individuals. 
Housing issues were reported by 313 individuals, 
ranging from deposit problems to eviction warrants. 

Employment problems, including dismissal 
and wage issues, were an issue for 32 people, 
while we assisted 43 individuals with education-
related issues. We also completed 118 charitable 
applications, including foodbank vouchers, grant 
applications and help with school uniforms.  

Immigration & Asylum issues had a count of  
54, dealing with naturalisation, visa applications 
and renewals. 

Finally, 48 people needed help with Health & Social 
Care problems, with adult safeguarding and child 
protection being some of the concerns raised. 

302
successful benefit 
applications

50
foodbank 
vouchers issued

94
budget more 
effectively

20
able to repay  
their debts

171
affordable 
repayment plans

39
debts written  
off entirely

I am now feeling secure.
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A bit A lot

I have found this helpful 221 638

I feel more confident in managing my money 65 153

I know more about how to make my money stretch further 57 127

I know more about managing debt 56 102

I feel more able to cope 128 185

I feel more able to plan for the future 65 138

I am more confident in my own ability to resolve problems in the future 82 153

I feel less stressed and worried 109 245

I am sleeping better 60 156

Evaluations 

Over the year 515 people have completed an evaluation after seeking help or advice from CHAC. 

Please see the outcomes listed in the table below:

Financial outcomes 
We achieved financial outcomes of over £3 
million this year (£3,098,754 in total).  This 
additional income has been critical in helping 
people to manage the Cost-of-Living crisis. The 
income raised included £1,972,416 in additional 
benefits for 383 individuals and £426,318 in 
backdated benefit payments for 120 people. 
Additionally, we were able to assist 68 individuals 
in maintaining benefits to the value of £403,750.

Debts to the value of £199,192 were written off 
for 79 different individuals. £71,800 in successful 
charitable grants applications were awarded to  
67 individuals.

Overall, a total of 821 individuals were assisted 
through these financial outcomes in the last year.

Case Study: Jane

Jane had been living and working in the 
UK for several years, she had Limited Leave 
to Remain, and was able to work in the UK, 
however had no access to Public Funds. In 
May of last year Jane lost the majority of her 
sight, she was unable to continue working 
and consequently had no income. Jane was 
renting her home from a private landlord 
and was unable to make her rent payments. 
The client could also not pay for other 
essentials such as energy and food.

Jane was seen by one of our immigration 
advisers. The adviser assisted by making an 
application to remove the ‘No Recourse to 
Public Funds’ condition on her status. 

Whilst awaiting the outcome of the 
application the adviser contacted the 
landlord to request time and forbearance 
given the health issues and the immigration 
restrictions in place. The landlord agreed to 
postpone taking possession action to evict 
the client from her home.

The adviser also provided short-term 
emergency help with one off charitable 
payment, food bank vouchers and 
signposted her for energy vouchers. 

The application was successful and Jane 
was subsequently helped to apply for 
Universal Credit, Council Tax Support and 
Personal Independence Payment. 

The client was able to pay her essential 
costs, keep herself fed, warm and with a 
roof over her head.

I am grateful and so thankful for 
the help that I have received. I 
was not aware of the help 

that I could get and things are 
much easier now.

1,722
Number of people helped

£199,192
in debt written off

£426,000 
in backdated benefits

Over £1.9 Million
in successful benefits applications

3,296
issues assisted with

Over £71,000
in grants successfully applied for

£3,098,754
Additional income raised in total

After being told I that 
could not work again 
due to my illness I was 
so worried. I cannot 
thank CHAC enough 
for sorting all my 
disability benefits out.
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Community sessions 

We are based in Cheetham Hill, however we ensure 
that we get out and about around the city. This is to 
help promote our advice centre and the help that 
is available and also to ensure we can reach people 
who may not know about the help we can provide.

Over the past year we have attended 

	� Cheetham Cultural Festival and Spring Fling – we 
have been involved in planning, promoting and 
joining in with the events. 

	� Local Offers facilitated by Manchester City 
Council for parents and guardians of children 
with special needs – these are run quarterly 
throughout Manchester, CHAC attends with a 
stall to provide advice and help. 

	� Community Sessions in warm hubs, churches, 
community centres, foodbanks, school and 
religious building – where we have facilitated 
discussions and provided hints and tips for 
saving money. 

Zero carbon efforts
CHAC is an avid supporter of zero-carbon work and we have taken many steps in this current year to 
support Manchester City Council’s and the UK’s zero carbon goals. We stepped up our own efforts this year 
and have been really pleased with the results. 

Changes made SAVINGS made 

We sent a representative to be trained on  
Zero Carbon and they have become our Zero 
Carbon Expert. 

Paper – over 50 pieces of paper saved each week, 
over the year this equates to 2,600. 

Giving out water efficiency devices – we have 
attended several community sessions over the year 
where we have given out devices to help people 
save water, including timers and plant watering gel. 

Printing – we print 50 fewer pieces of paper each 
week, saving on ink and saving the energy costs 
involved in printing.  

Facilitating community groups to share money 
saving ideas. 

Time – less time printing, less time seeking 
supervision in person, as the sheets can be 
seen from multiple locations, more time to help 
individuals with their issues.  

Our reception log and volunteer record sheets 
were recorded on printed pieces of paper. We 
moved both of these to on-line shared documents. 

Money – we have saved on printing costs, paper 
costs, delivery costs, waste collection costs, and 
helped share ideas for others to reduce their 
household costs.  

Recycling - we pledged to do better, we 
implemented recycling for plastic, paper, 
cardboard, cans and coffee grinds

Carbon Footprint reduced – less waste going into 
the general waste bin, less energy being used, less 
deliveries being made.

Volunteers
During the last year CHAC were 
delighted to have been supported 
by an army of 38 dedicated 
volunteers. Over the year these 
volunteers committed to 1,766 
hours helping members of the 
community with benefits, debt 
and other issues.  

April
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June
July

August
September

October
November
December

January
February

March

0 50 100 150 200 250

Number of volunteer hours each month

125.5

221.5
175.5
179.5

170.5

165
150

108.5

54.5
147

137

131.5

We worked alongside Manchester Volunteer 
Advice Partnership who run a formal face to face 
training course for most of our volunteers.

Having completed the training, we then 
provided volunteers with opportunity to shadow 
experienced team members, undertake group 
training and have one to one supervision sessions 
allowing them to develop into their chosen roles. 

Our industry often reports on a struggle to recruit 
people into the advice sector, however our long-
lasting commitment with our volunteer programme 
has meant that we have been able to successfully 
recruit for new roles from our pool of volunteers. 
Over the past year nine of our volunteers were 
successfully recruited into paid staff roles and CHAC 
were happy to recruit two of our volunteers into 
paid vacancies within our own charity.

Sabiya’s story

I am a single mother with two 
children. I came here from the Middle 
East and have a law degree but I 

couldn’t use it here, especially with raising 
my family. I was looking for work in the UK 
and I completed GCSE’s and other courses to 
improve my English. To further improve my 
skills I asked CHAC if I could volunteer and they 
put me forward for the Manchester Volunteer 
Advice Partnership (MVAP) programme.

I started the training in September 2022 
and chose to do my (MVAP) placement with 
CHAC. I was scared when I started to do cases, 
but they have staff with you to guide you. It 
was like having a driving instructor sitting 

next to you. You feel safe. It was good to mix 
doing the course with real experience. It was 
easy to apply, to pick up things, and to see 
reality. All the staff are helpful and supportive 
and have a caring spirit.

The volunteer manager has good systems 
and gives us guidance. She also has ways of 
helping us remember even simple things, 
like how to use the photocopier. I learnt more 
and more and became confident. I was very 
committed to going every week and then I 
started to do two days a week volunteering.

This opportunity has helped me to 
successfully apply for a job and I am  
so grateful.

I think it has helped me to 
understand all the different 
benefits, I need help with, 
it has made it easier to 
make applications and 
know who to contact.

I am more 
aware of the 
next step 
to take.
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A copy of our full accounts is available from the 
Centre upon request.

Independent Account Examiners
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This has been an extremely busy year with 
challenges seemingly coming from every 
direction. The cost of living crisis has had a 
hugely negative impact on our community. 
The increasing costs of petrol, food and utility 
bills have stretched already small budgets even 
tighter. These increases have been accompanied 
by large increases in rent costs that mean many 
people now don’t have enough money for the 
essentials needed to live. 

Key achievements
We consulted with members of our community 
to guide our response to the cost of living crisis. 
People told us that they were not able to afford 
the increased costs of food shopping, that they 
were struggling with utility bills and that they 
were no longer able to meet the costs of large 
purchases and one-off costs. Members of the 
community told us that they appreciated  

being able to contact us over the phone and  
so we have continued to provide advice in  
this way. The community were also clear that 
there are times when they want to speak to 
someone face-to-face.

We acted upon the information shared by 
increasing the number of days when people can 
come in and speak directly to someone without 
an appointment, we have registered with official 
bodies so we can distribute money to people 
who need it, we have increased the number of 
applications we make for people to trust funds 
and grants for individuals and have delivered 
targeted sessions for priority areas that arise (e.g. 
applying for school uniforms before the end of 
the school year, understanding council tax bills 
and negotiating payment of any council tax debt 
when the annual bills come out). We have also 
increased our work around utility debt. 
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Welcome to Cheetham Hill Advice Centre’s annual report for 2022-2023

We are pleased to continue in 
our successful partnership with 
Citizens Advice Manchester and 
Shelter. We have worked with our 
partners and the Commissioner 
to gather evidence on the need 
and effectiveness of the citywide 
advice contract. The contract for this 
essential work was extended by two 
years and will now run until the end 
of March 2024.  

We have needed to replace three 
large grants ending between 2022-
23. We spent a year consulting with 
the community, commissioning 
independent evaluations, analysing 
data on inequalities and speaking 
to partner agencies. We are very 
pleased to have been successful in replacing all the 
funding that came to an end. As a grassroots, anchor 
organisation this has meant we are able to continue to 
provide support delivered in the under-funded parts 
of north Manchester. This has provided us with stability 
and security at a time when our community have 
needed us more than ever. 

The team at CHAC 
have made a significant 
difference this year and 

has meant that people have 
survived the uncertainty of the 
last year and will enter the new 
year in a more protected position.

Sarah Sedge
Chair of Cheetham Hill  
Advice Centre

Our thanks
We are grateful to all of our funders, our 
partners, our staff team, our volunteers and 
our trustees. We have really appreciated 
the extra efforts everyone has brought in, 
our responses to the challenges of inflated 
costs, increased inequalities and reduced 
quality of life. I would like to extend my 
especial appreciation to the team of staff and 
volunteers who assisted everyone who came 
to CHAC for help. Your efforts this year have 
seen us help an increased number of people 
to achieve a massive number of outcomes. 
These have made a significant difference and 
has meant that people have survived the 
uncertainty of the last year and will enter the 
new year in a more protected position. 

Sarah Sedge
Chair of Cheetham Hill Advice Centre



Advice service
In 2022 to 2023 CHAC dealt with 3,888 enquiries 
from 1,634 individuals.  

We helped with 1,611 welfare benefit issues,  
this included making applications for Attendance 
Allowance, Personal Independence Payment  
or Disability Living Allowance, 312 Universal 
Credit applications and 155 applications for 
Council Tax Support. 

CHAC helped with 382 debt cases, including both 
priority and non-priority debts, that consisted of a 
total debt of £783,380. 

We had 180 housing queries, ranging from disrepair 
to a landlord commencing possession proceedings.  

We advised on 131 immigration issues, had 65 
consumer queries, 53 education applications and 32 
employment issues. 
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I first went to CHAC in April 
2022, I am 70 years old, and 
found myself homeless, having 
to sofa surf between friends 

and with no income other than a small 
pension of £100 each month. 

CHAC helped me complete a housing 
application and to contact the Council, 
who were able to temporarily house me 
in a hotel. 

The team helped me make an 
application for Attendance Allowance 
and for Pension Credit. While waiting 
for responses from both of these they 
helped me with foodbank vouchers 

and with a household support grant  
from Manchester City Council. 

I have now been rehoused into supported 
living accommodation, I am getting 
Pension Credit and Housing Benefit. When 
I look back to before I sought help, I was 
homeless and I did not have money to buy 
food or any basic supplies. 

Now I have had a backdate of over 
£12,000 which has meant I could buy 
furniture and other essential goods. 
CHAC have completely turned my life 
around, I am not sure what I would 
have done without their help,  
I am so thankful.
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Contacting CHAC
In the year CHAC adapted to the needs of the 
local community to change the way people 
could contact us for help and support with their 
issues. Listening to feedback that people wanted 
to return to be able to drop by for help we 
implement a face-to-face reception session 

four days a week 10am until 1pm. This allowed 
people to bring in documents, show us letters/ 
emails of concern and allow them to either be 
helped immediately, booked an appointment for 
help or signposted to the best service for them.  
We are very proud to now offer help either over 
the telephone or face to face. 
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Outcomes

Advice issues
Throughout the year we helped 339 individuals 
claim £1,410,312 in additional benefits, 124 
individuals were assisted to claim backdated 
benefits of £604,923 and we helped 78 individuals 
maintain benefit awards valued at £359,135.

We helped claim charitable grants worth  
£78,865, this provided help to clear utility arrears, 
pay towards essential goods and help pay for  
one-off expenses such as Christmas. 

We helped our clients write off debts of  
£36,502 and helped 150 individuals either  
agree repayment plans, stop creditor action  
or stabilise their debt situations. 

Languages provided
We have always prided ourselves in offering advice 
in our clients’ first languages, and on top of the 
11 languages spoken by our staff, our volunteers 
spoke an additional 7, and we used Language Line 
for languages we were unable to access.  

All in all, throughout the year we were able to 
provide help and advice in 29 different languages.

Meaningful impact
At CHAC we provide advice on a range of 
problems. This means that positive change 
happens in lots of different parts of people’s 
lives. We ask people to tell us what has changed 
for them after they have been helped by CHAC. 
People have reported outcomes that are easy to 
measure such as reduced debt but they also talk 
about improvements in longer term changes like 
increased in confidence, improved health and 
feeling more able to cope.      

434
Successful 
outcomes

240
Charitable 
grant awards

36
Positive 
immigration 
status

402
Felt 
empowered 
to act

315
Increased or 
new benefit

661
Increased 
their 
understanding

CHAC helped me realise I am 
entitled to claim benefits I have 
been refused in the past, 
it has given me a voice.

The claim you supported me 
with has made a massive  
effect on my life, it’s a 
huge pressure lifted.

The advisors are very polite, 
respectful and supportive, 
they have handled my  
case professionally.
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I was reassured there was 
someone to help me with 
the processes I didn’t 
understand, this made 
me feel safe. 
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You Said | We Did
We spent time this year speaking to members of 
our community about concerns and priorities. 
We appreciate all the feedback and suggestions 
for the future that were shared with us. We also 
commissioned independent evaluation of our 

work with a focus on the views of the people in our 
community. We used all of this information to guide 
our development and our response to the cost-of-
living crisis. Below is a table with the four priority 
areas that our community identified, along with a 
description of what we did and the impact of this.

You said We did Impact 

You don’t have enough 
money to meet essential 
costs

Registered with MACC to 
distribute the Household  
Support Fund

We helped 197 of you and raised £78,800 
which went directly to the people we helped.  
We used this ‘cash first’ approach because 
you know what your family most need

It was getting much  
harder to pay for  
children’s school  
uniforms

Increased the number  
of applications we make  
to Wood Street Mission  
for uniforms

We made 47 referrals to the Wood Street 
Mission for school uniforms.  This helped 
free up this money to be spent on other 
rising costs (average uniform cost is £337 
for secondary school and £315 for primary 
school per child)

You were struggling  
to pay utility costs

Set up utility debt sessions  
and targeted work 
supported by United  
Utilities Trust Fund

We helped 189 individuals with £37,346 
worth of utility debts. This has helped  
reduce overall expenses and allow more 
flexibility on household budgets

You wanted access to  
see an advisor face-to-face 
while still having the  
option of help over  
the phone

Increased our frontline 
capacity so that people 
could come in with  
new problems four days  
a week. We also improved  
our systems for telephone 
advice

We increased our capacity and had  
an increase of 20% more people helped 
compared to the year before. More  
people were helped when you first 
contacted us, whilst being able to  
book longer appointments for more 
complicated problems 

Words people use to describe what has changed  
in their lives as a result of attending CHAC’s services

I am a single parent living in 
Manchester. Since my partner 
left, I have been struggling to 

make ends meet. I have health problems, 
including depression, living month 
to month and barely being able to 
afford essential living costs has further 
exacerbated my health conditions. When all 
my children were in education, I was able to 
find a part-time job and this has helped to 
increase my income, however I am limited 
to the hours I can work and I still rely on 
benefits to top up my income. 

I came to Cheetham Hill Advice Centre and 
was seen straight away. The adviser went 
through my situation and we completed 
a budget, they then checked my benefits 
were correct and helped to see if I could 
claim Personal Independence Payment, 
together we ordered the form and I had 
an appointment with their specialist to 
complete this form. The advisor contacted 
the water company to see if my bill could be 

reduced and they applied to the  
household support fund for me. 

We completed a budget and the adviser 
suggested several ways in which I could 
save money, they applied for concessionary 
bus passes for five of my children to provide 
free transport to their schools, they have 
helped me think of new ways to do my 
shopping and save money on this. 

My water bill has now been capped which 
has saved me over £600 per year and I have 
been added to a Priority Services Register. I 
have also saved money on travel costs and 
household shopping. My budget is now 
balanced and I feel I have money to last me 
to the end of the month. I was awarded a 
grant of £400 from the Household Support 
Fund, this allowed me to buy Christmas 
presents and buy clothing for my children. 

I am so grateful for the help that  
I received, I feel it has reduced my 
stress levels, and improved my 
health and my whole family’s lives.  
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Volunteers 
In the past year we have had 30 dedicated 
volunteers who have given up 1,352 hours of their 
precious time. Volunteers have helped advise 
residents, complete paper and on-line applications 
for them, answer the phones, interpret and help 
with other essential administrative tasks.

Between them they spoke 7 languages and  
were able to provide much needed help in 
people’s first language. 

We had 9 of our volunteers in this year who were 
successful in gaining paid employment, 4 of these 
in the charity/advice sector. This is testament to 
their hard work and commitment along with the 
skills they developed during their time at CHAC. 

Cheetham Hill Advice Centre  Annual ReportCheetham Hill Advice Centre Annual Report10 11

I’ve learnt a lot from 
volunteering at CHAC. The 
team are patient with me and 
have supported my learning. 
I believe whatever your 
difficulties or barriers are you 
should not give up and should 
fight. CHAC have helped me 
with my own barriers 
and I am so happy to 
help others.

I am volunteering with 
CHAC because it is driven  
by the passion of 
helping others.

I love to work with you all. 
The working environment 
is very nice, and all people 
are friendly. I can meet new 
people, get to know them, 
getting new knowledge every 
time. I love to explore new 
people, work for them with 
you. I want to enhance 
my capabilities.

As a charity we have diversified how we 
engage with the community over the last 
year. The cost-of-living crisis has increased 
demand for our services and has also led 
to people needing our help who have 
not previously contacted us. To increase 
our reach we have begun to deliver 
engagement sessions in our community. 
These are free sessions that we run at 
community groups and events across North 
Manchester. We take part in the planning 
and running of the annual Cheetham 
Festival and get involved in other events. In 
March we were delighted to be involved in 
the International Women’s Day event that 
took place at the Guidance Hub on Waterloo 
Road, Cheetham. Here we were able to 
promote our free advice service and speak 
to the community about their needs.

Huge thanks
The help that Cheetham Hill Advice Centre has 
been able to provide over the year has been 
possible in part by the hard work of the trustees, 
staff and volunteers. Below is a list of those who 
consented to being in our annual report. 

Volunteers
Rizwan Aziz, Nasreen Bhatti, Samantha Chadwick, 
Kelly Cheung , Claudia  Corine, Tamara Fawcett, 
Soha Ibrahim, Tahira Idrees, Iris Luk, Shazia 
Mohammed, Tayla Muri, Sonia Otway, Farideh 
Saadat, Farhana Sadia, Imaan Shakeel, Leila Sharbaf, 
Callum Stringer, Mamoona Tariq.

Trustees
Mohammed Ali, Mary Atkinson, Khouloud 
Azzouni, Val Bayliss-Brideaux, Jane Eberhart, Sarah 
Fletcher, Andy Gridley, Guy Johnson (Treasurer), 
Tracy Langton, Herbert McKenzie, Amer Salam, 
Sarah Sedge (Chair).

Staff members
James Allen, Abiodun Aremu, Mertella 
Buchanan, Kelly Clowes, Bridgette D’Costa, Nadia 
Erdenesuren, Afshan Khan, Farhat Khan, Sinéad 
O’Connor, Nicole Soi, Karen Wall, Robert Williams.

Reaching out to the community

Every time I volunteer, I 
learn something new and 
make a positive impact 
on people’s lives. My 
efforts are always 
appreciated by the 
dedicated staff.
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This annual report covers the period of 1 April 
2021 to 31 March 2022. This has been a busy year 
full of many challenges for both our community 
and our charity. The team at CHAC have risen to 
the many challenges faced and have achieved 
great things against a back drop of growing 
demand and increased complexity. 

Key achievements
This year saw our community emerge from the 
pandemic before being plunged immediately into 
a cost-of-living crisis. CHAC have always worked 
with the people in our community who have 
some of the lowest incomes, most insecure work 
and least amount of savings. 

This community were impacted greatly by the 
Covid pandemic in illness and mortality but also in 
terms of the economic impact of the lockdowns 
and the effect this had on households that were 
barely surviving before this. 

The beginnings of the cost-of-living crisis saw food 
costs rocket with cheaper, staple foods being some 
of the most inflated prices. CHAC have spent the last 
year maximising people’s incomes, helping people 
manage debt and providing advice to stabilise 
people’s rights, entitlements and living conditions. 
This was necessary following the pandemic and 
even more needed as the cost-of-living crisis began. 

CHAC have been able to bring our experience 
of anti-poverty work and our cost-of-living focus 
to our partnership work as well as allowing us to 
advocate or our community on a system-wide 
level. We continue to engage in partnership 
approaches in this area as the cost-of-living crisis 
has expanded to include more and more people.

We continue to be part of the successful 
partnership commissioned to deliver the 
citywide advice contract. This work is delivered 
in partnership with Citizens Advice Manchester 
and Shelter. This partnership allows all involved 
to bring their strengths and specialism to work 
together to improve the lives of people in 
Manchester. This was particularly needed during 
the Covid pandemic and has become even 
more necessary with financial stresses being 
experienced by so many in our community. This 
contract was extended by two years and will now 
run until 2024.
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Operational developments
CHAC have dedicated considerable time to helping 
local people access grants and trust funds that are 
available to individuals. One particular success was 
our charity-wide effort to help distribute Manchester 
City Council’s Household Support Fund to over 
240 individuals or families. This involved volunteers 
and advisors providing advice on the frontline 
and checking eligibility, our Advice and Volunteer 
Manager and Finance and Administration Officer 
checking all the correct details had been collected 
and then inputting them individually, leading then 
to a Trustee completing the process by authorising 
the payments to each and every individual 
beneficiary of the scheme. 

We were pleased to return to face-to-face  
working with our community but wanted to 
keep all the positives that people identified from 
remote working and telephone advice. Providing 
both methods of open access proved challenging 
to our capacity and we needed to redesign our 
systems of work. 

We trialled a model where we funded additional 
capacity at the frontline of our service so that  
more people could be helped quickly with this  
initial enquiry. This change helped us to further 
expand our multi-lingual offer throughout our 
services. This model has been successful and is 
something we have been able to obtain funding  
for to ensure we can help as many people as  
possible over the coming years.

Our thanks
We are grateful to all of our funders, our partners, 
our staff team, our volunteers and our trustees. We 
remain eternally grateful to the people in Cheetham 
Hill and across Manchester who trust us with their 
problems and support us.

Sarah Sedge
Chair of Cheetham Hill Advice Centre

Welcome to Cheetham Hill Advice Centre’s annual report for 2021-2022

CHAC have spent the last 
year maximising people’s incomes, 
helping people manage debt 
and providing advice to stabilise 
people’s rights, entitlements 
and living conditions. This was 
necessary following the pandemic 
and even more needed as the 
cost-of-living crisis began.

Sarah Sedge
Chair of Cheetham Hill  
Advice Centre



Advice Service

Summary 
Throughout 2021-2022 we helped 1,361 people 
with 3,074 issues. We helped with over 1200 
welfare benefit issues and helped to increase 
and maintain over £1.3 million worth of welfare 
benefits (£1,381,708 in total). We helped 357 
people with over £54,000 worth of debt, dealt with 
187 people with housing issues and 227 people 
with immigration enquires. We also helped with 
education, employment, consumer and health  
and social care issues. 

Advice issues
People come to CHAC for help with a range of 
issues. People are often very stressed when  
they arrive and commonly speak of the amount 
they have been worrying. The vast majority of 
people who come to us for help do not have 
enough money to live on. This leads to practical, 
emotional and health problems for people. 
Through our services, CHAC increases people’s 
income so they can pay the rent, buy food, take 
care of their health and afford to have the heat 
and lights on in their homes. There is often mix 
of problems that CHAC’s advisors and volunteers 
separate out for people and then provide 
outcomes that improve people’s lives.

Type of advice queries

 
 
 
 
 
 

Household Support Fund 
Between January and March we were proud to 
be chosen to support Manchester City Council’s 
Household Support Fund. This was to help 
Manchester individuals and families with a one-off 
grant for £70 for individuals and £100 for households. 
CHAC were able to facilitate these grants for 242 
individuals/ families totalling £21,130. This money 
was a lifeline and enabled clients to top up their 
energy meters, buy food and other essential items.  

Welfare Benefits
We helped 370 clients claim additional benefits 
of £765,292, 88 clients backdate benefits worth 
£414,625.47 and we helped 69 clients maintain 
benefits worth £283,677 per year.  Ensuring 
individuals and families are in receipt of all the 
benefits they are entitled to helps ensure they can 
meet their essential payments and also lessens worry 
and stress.

Immigration 
We experienced a higher volumes of clients who 
were under immigration controls and unable 
to support themselves due to losing their self-
employment or employment due to the pandemic. 
As many people in the area were employed or 
self-employed in industries such as restaurants and 
hotels. We made 7 successful applications to have 
the ‘No Recourse to Public Funds’ released. This 
provided a vital lifeline to these families to be able  
to maintain their lives in the UK. 

Outcomes

Welfare benefits

1457

401

338

244
210

155

67
57

54
46
30
13

Debt

Grant applications

Immigration

Housing

Other

Travel

Health & Social Care

Employment

Consumer

Education

Skills
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£1,381,708
income has been increased  

or protected

370
Increased 
benefits

37
Charitable 
grant awards

290
Increased 
in their 
understanding

242
Household 
Support Fund 
awards

248
Felt 
empowered 
to act

19
Positive 
immigration 
cases
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[Going to CHAC], it was 
the best thing I ever did because 
they managed to clear a lot of my 
debt. I wasn’t in a good place to 
sort it out, I didn’t know where to 
start, who to get in touch with, I 
wasn’t aware that I was entitled to 
trust funds, I wasn’t aware that I 
was entitled to reductions due to 
my mental health issues, that they 
were available, until I got in touch 
with them and until they talked 
me through everything.

Client

Female

Male

Disabled

From Black, Asian 
or other racialised 

communities

Asian 49% Black 20% White 17% Arab 4%

Chinese 2% Mixed 2% Other 6%
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Key statistics

Ethnic origin detail



An Evaluation of CHAC’s Approach
Our work during the year was part of an 
independent evaluation carried out on CHAC’s 
services. The evaluation found that CHAC was 
a trusted, respected and impactful part of the 
community. The professional knowledge, lived 
experience and compassion of CHAC’s staff and 
volunteers was highlighted as key qualities that 
are appreciated by people in the community. A 
diagram summarising CHAC’s approach is below.

Welcome Back to Volunteers
This year was the first since 2020 where we were 
back to having our volunteers at CHAC and we were 
happy to welcome back five existing volunteers. We 
continued our partnership with Manchester Mind, 
Manchester Refugee Support Network (MRSN) and 
Greater Manchester Immigration Aid Unit (GMIAU) 
working together to recruit and train  
advice volunteers.

In November we were delighted to recommence 
with the formal advice volunteer training as this 
brings much needed enthusiasm and additional skills 
into our organisation. Seven new volunteers were 
able to take up this training and join us at CHAC in 
the last year. 

During the year we were immensely proud that three 
of our volunteers were successfully recruited into 
paid positions within our organisation. 

Our Supporters and Partners
CHAC is grateful for the agencies and groups we 
work in partnership with. We know that these 
partnerships are essential to help our community 
to survive the complexity of problems they are 
facing today.

Cheetham Hill Advice Centre work with  
Citizens Advice Manchester and Shelter to  
deliver Manchester’s citywide advice offer. In the 
last year we also worked with Women Asylum 
Seekers Together (WAST) to deliver work funded 
by The Spotlight Fund and with Ethnic Health 
Forum via the Covid-19 Community Advice Fund. 
We worked on the Manchester Advice Volunteer 
Partnership with Manchester Mind, Greater 
Manchester Immigration Aid Unit (GMIAU)  
and Manchester Refugee Support Network 
(MRSN). We worked with Hopewell, Wai Yin, 
Abraham Moss Warriors, New Testament Church 
of God, 4CT and Communities for All on capacity 
building in North Manchester.

CHAC works alongside cross-sector partners on 
North Manchester Together, Hope for Cheetham, 
Manchester Advice Forum and is proud to take 
part in the annual Cheetham Cultural Festival. 

The charity have been working to build relationships 
with the business sector to develop donation routes 
and pro-bono support. CHAC made links with the 
Far East Consortium, Engie / Equans and Ameon via 
the North Manchester Business Network. The three 
construction companies worked together to help 
CHAC implement a range of building improvements 
that make the building more comfortable for 
residents who visit the charity. This led to the 
provision of over £6,000 worth of materials and 
specialist trades work. CHAC were supported by 
The Cranfield Trust who identified a consultant to 
work with the charity for free to develop our three-
year Business Plan. CHAC also received £1,000 from 
Tesco which the charity invested in improving the 
computers and internet access for volunteers. Tesco 
also donated biscuits as a treat for CHAC’s volunteers 
and these were presented by the Community 
Champion at Tesco Cheetham Hill.

Ameon, Engie / Equans and Far East Condortium helping the 
community by improving CHAC’s buildingTesco Bags of Help

Cheetham Cultural Festival
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I started volunteering at Cheetham 
Hill Advice Centre in 2021 and I 

can honestly say volunteering there has 
completely changed me as a person.

 Before I started at Cheetham Hill I had been 
unwell for quite some time, and I had lost 
all my confidence. I remember the first day, 
I was really scared and anxious, I thought to 
myself I don’t know if I can do it, but all the 
people working at Cheetham Hill just made 
me feel so welcome and comfortable. 

They helped me to believe in myself again, 
gave me a sense of purpose and my 
confidence just continued to grow.

Choosing to volunteer at Cheetham 
Hill Advice Centre was one of the 

best decisions I’ve made, I’ve met so many 
amazing people, learnt so many new skills 
and it has given me a sense of belonging.  

It gives you the opportunity to be part of 
something bigger than just yourself and you 
can really make difference to people’s 
lives within the community.

What makes 
CHAC’s 

approach 
unique?

Inclusive

Compassionate

Trust

Results

System  
interpreters

Holistic 
approach

Advocates
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A copy of our full accounts is available from the 
Centre upon request

Independent Account Examiners
Community Accountancy Service
The Grange
Pilgrim Drive
Manchester
M11 3QR

Finance and Administration Officer  
in the financial year 
Nadia Erdenesuren 

IT Support
Bytesize

Banker
Co-operative Bank
1 Balloon Street
Manchester

Partners
Abraham Moss Warriors, Citizens Advice Manchester, 
Communities for All, Ethnic Health Forum, Greater 
Manchester Immigration Aid Unit, Hopewell, New 
Testament Church of God, Manchester Mind, 
Manchester Refugee Support Network, Shelter, 
Wai Yin, Women Asylum Seekers Together and 4CT. 
We worked with Women Asylum Seekers Together 
(WAST) to deliver work funded by The Spotlight 
Fund and with Ethnic Health Forum via the Covid-19 
Community Advice Fund.  

Supporters
Tesco Cheetham Hill, Far East Consortium, Ameon, 
Englie / Equans and The Cranfield Trust.

Funding
Our main funding in the year came from The 
National Lottery Community Fund, Manchester City 
Council, The Henry Smith Charity, the Department of 
Levelling Up, Housing and Communities, the Peter 
Kershaw Trust and the John Grant Davies Trust. 

Cheetham Hill Advice Centre is an independent advice charity working with people across Manchester and predominantly in 
Cheetham, Crumpsall and North Manchester. We work with the local community through providing an advice service, training 
volunteers and partnership initiatives as well as developing the opportunity for voluntary sector, public sector and businesses to 
improve the lives of local people. 

If you’d like to find out more about Cheetham Hill Advice Centre or get involved please get in touch.

Cheetham Hill Advice Centre
1 Morrowfield Avenue
Cheetham Hill
Manchester
M8 9AR
T 0161 740 8999
E office@cheethamadvice.org.uk

OISC registration number: N201100029

Registered Charity Number 1136328 | Company number 7253445
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Introduction and Chair’s Report
Welcome to Cheetham Hill Advice 
Centre’s annual report for 2020-2021

The last twelve months have been a year like no 
other. The year started the day after we began 
delivering our service remotely. Through the last 
year CHAC has responded to all the changes 
arising from the pandemic, the lockdown and 
the impact on the financial resilience of our 
community. We used the first two months 
of the pandemic setting up our systems and 
making welfare calls to the residents we knew 
were likely to be significantly impacted due 
to their personal and family circumstances.

We have seen our clients experiencing 
bereavement, job loss, lost income, the impact of 
having no recourse to public funds, high rates of 
Covid infection and worsening health conditions. 
The people CHAC works with have been massively 
impacted by Covid in multiple ways. The people 
who come to CHAC are predominantly from 
Asian and Black communities, often live in multi-
generational housing, experience over-crowding, 
work in high risk industries with little social 
distancing and close contact with colleagues 
and the public as well as having no access to 
sick pay. Our staff team very quickly got up 
to speed with constantly altering regulation, 
changes to entitlements and the redesigned 
systems of the official agencies they deal with 
on behalf of people in our community. 

Key achievements

At Cheetham Hill Advice Centre we are pleased 
to have made it through the year. We delivered 
our service throughout without even one day of 
delivery missed. The staff team worked together 
finding ways to work that are accessible to 
clients. CHAC looked to the expertise within our 
communities for guidance on how to redesign 
our access. Our community told us that they often 
don’t have email or scanners but that they feel 
confident with WhatsApp and taking photos of 
documents. A great success was in using contact 
and access methods that the community already 
had rather than designing our own systems 
and expecting our community to use these. 
We are grateful for the patience of our clients 
who helped us work through initial teething 
troubles and who have gone on to further 
develop their IT knowledge as a consequence.

We were fortunate enough to successfully 
fundraise just under £100,000 for service delivery 
in North Manchester. We worked directly in 
partnership with Abraham Moss Warriors, 
Communities for All, the New Testament Church 
of God, Saheli, Wai Yin, Trinity and 4CT. This 
partnership meant that we could work together 
to boost the capacity and reach of all of our 
services across North Manchester. The programme 
that was delivered included a large range of 
activities that reached an incredibly diverse range 
of residents. All work was delivered in a Covid 
safe way that was also properly resourced and 
informed by the lived experience of members of 
our community. 

A huge thank you

I would like to thank CHAC’s staff team for all 
of their work over the last year. The team have 
shown great resilience, ingenuity and leadership. I 
am grateful to every member of the CHAC team – 
the advisors who designed the systems for remote 
working, that staff who helped out colleagues 
who were less confident with technology, the 
advisors who brought their multi-lingual skills to 
the team and rearranged their work so that we 
could provide our service in ten languages and 
the members of the team who set up remote 
financial and administration processes. Every 
member of staff allowed CHAC to encroach into 
their homes to enable the service to continue. 
This was a huge ask and I am grateful for all 
the adaptations everyone made. I would also 
like to thank my fellow Board members. The 
Board allowed resources to be allocated flexibly 
for maximum impact, ensured staff were kept 
safe and ensured that everyone knew that 
their efforts were valued and appreciated. 

We would like to pass on our sincere thanks 
to our main grant funders the National 
Lottery Community Fund, The Henry Smith 
Charity and Manchester City Council’s Our 
Manchester VCE Fund. We have appreciated 
all the support and flexibility you gave us over 
the last twelve months. We feel that the year 
covered by this report has led to some of the 

more collaborative and impactful periods 
of true partnership between funders and 
charities. This came at such a critical time and 
this is something we will always appreciate.  

During 2020-21 we continued to work in 
Partnership with Citizens Advice Manchester 
and Shelter to deliver the citywide advice 
service. The contract provides the charity 
with stability and also means that the three 
partners are able to work together to bring 
each of our qualities and expertise to work 
for the benefit of the people in Manchester. 
We felt the benefit of these connections and 
expertise in the last year more than ever.

Looking forward

At the end of the period covered by this report 
we began to welcome our volunteers back to 
our building. Volunteers are such a key part of 
Cheetham Hill Advice Centre and we are glad to 
be beginning the coming twelve months with 
our volunteer team back in the heart of CHAC. The 
next twelve months will bring many challenges 
– including the impact that the last year has had 
on all of us in our work and personal lives. It feels 
heartening to have the full CHAC team back 
together again as we plan for the year to come.  

Sarah Sedge, 
Chair of Cheetham Hill Advice Centre 
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Advice Service

During the last year Cheetham Hill Advice 
Centre have helped 1,481 new clients with 3,248 
cases. Throughout the year we have helped 
our clients claim £1.2 million in additional 

and new benefit claims. We have also helped 
113 clients manage debts and successfully 
helped with debts worth £148,498. .

£1.2 million in additional income
Key statistics

Who we helped

CHAC has always helped residents who have less stability and fewer resources than others.  
Many of these people came to us for help in the last year. This included people working in the 
gig economy, people on zero hour contracts and those in work that requires close contact with 
the public. This includes many jobs severely impacted by lockdown and Covid infections such as 
taxi drivers, care workers, restaurant work, deliveries and warehouse work, meat processing and 
retail. Many of the people who came to us had no guaranteed work and no access to sick pay. 

Ethnic origin (%)

Female 57%

43%

34%

57%

0%
Asian

42%
10%

Black

18%
20%

Chinese

5%
30%

White

12%
40%

Mixed

2%
50%

Other

15%
60%

Unknown

6%

Male

Disabled people

Clients aged 25–50

I don’t understand how benefits work. The 
CHAC advisor explained things to me on the 
phone and did applications for me on the 
internet. She made the service work even 
though there is the pandemic. It’s been very 
good that I haven’t needed to leave the 
house as that is safer for me.

In the last year CHAC also saw a new cohort of people. These are people from our community  
who are not familiar with the benefits system and have never needed to come to us for help before. 

Many people found the system confusing and disorientating and appreciated the extra time we  
were able to take to explain their entitlement and show them how to keep official agencies  
updated with essential information.
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Advice Issues

Welfare benefits

Over 946 people were successfully helped 
with their benefits to make a new claim or 
help with an existing claim. Many people 
have seen the pandemic exasperate their 
health conditions, and we have helped 226 
clients complete either Disability Living 
Allowance, Personal Independence Payment 
or Attendance Allowance benefit forms. 

Many people needed to claim Universal Credit 
for the first time. 17% of all welfare benefit 
cases were helping people with Universal 
Credit, this included making new applications, 
ensuring people could navigate the systems 
and dealing with issues arising from claims. 

Throughout the year we have helped our 
clients claim £1.2 million in additional and 
new benefit claims. This money enabled 
people to buy food, pay for increased utility 
costs caused by remote schooling and to 
keep any debt to an affordable level.  

Essential items

Over the past year we have successfully helped 60 
individual people apply for charity grants. Covid 
meant that many people needed more help than 
usual to buy essentials such as school uniforms, 
tablets and mobile phones for their children’s 
education. This included applying for help with 
school uniforms, clothing, fridges, tablets and sim 
cards. This helped smooth the financial burden 
for families pressured by Covid.  In total we have 
successfully applied for £4,942 in grant money and 
have helped 26 families with new school uniforms.

Immigration

The rules around EU Citizens after Brexit had all 
been set out and we helped over 100 clients 
with settlement in the UK or applying for a British 
Passport to ensure they were not caught out by 
the changes. We also advised people who had 
no recourse to public funds as a condition of 
either their immigration or asylum status. This 
meant people were able to keep a roof over 
their heads and feed their families during the 
first lockdown when many jobs disappeared. 

Housing

The new rules introduced for Covid meant 
homes were being used in every aspect of life 
by full families, they were also used as schools 
and offices. Over the year we helped 113 people 
with housing issues. Over a quarter of the 
people we helped were facing issues of disrepair 
and harassment from their landlords and we 
had 20 clients who were facing homelessness 
that we helped to ensure they had a roof 
over their head and a safe environment. 

The advisor has looked at my financial affairs, on my behalf and with my permission. She 
has accessed benefits for us and talked to utilities suppliers and my employer. She has applied for 
funding to replace our fridge and oven which have broken and given us a tablet for our children to 
help with their school work. I like to think of myself as a capable person but I couldn’t have done that 
at the moment. My stress has really reduced due to the caring, professional support they have given. 
And my confidence in coping in the future has increased.

10% 20% 30% 40% 50% 60%0%

Advice type (%)

 
At CHAC I have met new people, I can use 
my language skills, learn to solve problems 
for others and get to be part of a friendly 
environment.

Sick pay

Self-employed
Internet

Wages
Redundancy Isolation

Shielding

Brexit

Utilities

Universal Credit

Health Care
Lockdown
Deliveries

Income Food

Furlough

59%

4%

7%

2%

7%

1%

6%

1%

4%

1%

4%

5%

Welfare Benefits

Consumer

Debt

Education

Housing

Health & 
Social Care

Immigration

Travel

Employment

Skills

Charity 
Application

Other
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Changes and Adaptations

The last twelve months have been a year of 
innovation, adaptation and co-design. The 
year started with the UK under lockdown 
restrictions and with the service needing to 
be provided remotely. The staff team at CHAC 
designed a rota and the systems needed 
to keep the service open and essential 
help available to those who needed it. 

The biggest problem that CHAC faced was 
how to ensure the service was accessible to 
the residents who needed help at this critical 
time. CHAC’s biggest challenge was how 
to provide a service to residents who have 
English as an additional language, who often 
have no computer, no telephone credit, no 
email, no printer, no scanner and often little 
access to trusted official information. 

The CHAC team pulled together a list of 
residents who might benefit from a friendly 
call and began proactively contacting people 
in the community.  CHAC is in a very privileged 
position in being such a trusted part of the 
community. People share with us when they 
have just had a baby, when they have had a 
bereavement, any diagnosis of long term health 
conditions and Disability they have and if they 
are carers. This meant our team were able to 
speak to people who we knew were likely to be 
impacted by Covid, lockdown and shielding. 

CHAC’s team spoke to community members to 
understand how to keep access to the service 
accessible. Many residents told us that they 
don’t have computers but that they do have 
mobile phones with text and WhatsApp. Many 
residents use WhatsApp in particular to keep 
in touch with family back home cheaply. 

The resulting co-design led to a number of key 
improvements which meant that everyone could 
make contact when needed. These included 
having a text number available, having a 
dedicated email address for residents, redesigning 
the rota so that advice was available in ten 
languages as well as via translation, accepting 
photos of document shared by WhatsApp, 
posting out all documents with stamped 
addressed envelopes for return, a staff presence 
in the building so documents posted through the 
door could be scanned onto the system quickly, 
offering to make all calls so that residents were 
not paying for the calls and offering appointments 
over the phone, via Skype and over WhatsApp.   

CHAC also fundraised money from the National 
Lottery Community Fund for partnership work 
in North Manchester. This work funded nine 
organisations and led to increased referrals 
and coordinated support. This funding also led 
to 62 electronic devices being given to North 
Manchester residents for free. Devices distributed 
included smart phones, laptops and tablets as well 
as pre-paid SIM cards and dongles. This made it 
easier for isolated and digitally excluded people to 
connect with services as well as friends and family.  

North Manchester residents helped us so much 
in setting up our remote working access and 
we are grateful for the knowledge and expertise 
they have shared. We are very grateful for the 
patience they showed us as we worked around 
the bumps in all of the new ways of working. 

We are also appreciative of the openness 
with which people have allowed us to guide 
them through different governmental on-
line applications and processes. Much of 
this learning will have a longer term impact, 
as residents will be able to manage digital 
processes like the Universal Credit on-line 
journal system independently in the future.  

The last year has definitely taught us that 
Cheetham Hill Advice Centre is not a building. It is 
the staff team, our volunteers, the community, our 
partners, our funders and all the individuals and 
families who work with us. The co-design work 
we have completed over the last year will mean 
that we can all achieve so much more together 
in the future - and the positive impact of the last 
twelve months will be felt for years to come.    

Involve residents in designing 
new communication 
channels and solutions

Accept documents 
via Whatsapp

Text 
updates

Teach residents 
how to use 
the Universal 
Credit System

Residents very 
patient with us

Advice in ten 
languages

Help set up email 
accounts

Health information 
shared on Twitter

Provide phones 
and SIM cards

1

2

3

4

5

6

7

8

9

For the first time in my life I found myself out 
of a job, I was made redundant due to the 
effects of Covid. I was unsure where to turn, 
after researching I contacted Cheetham 
Hill Advice Centre, who helped me with 
an application for New Style Job Seekers 
Allowance, Universal Credit and help with 
my Council Tax. I immediately felt less 
anxious and I was able to meet my financial 
commitments thanks to the help I received. 
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The Queens Award for Voluntary Service

In June 2020 Cheetham Hill Advice Centre 
was awarded The Queen’s Award for Voluntary 
Service. This award for voluntary service is the 
highest award given to volunteer groups across 
the UK and was conferred to Cheetham Hill 
Advice Centre for its work providing advice, 
help and support to people in Cheetham, 
Crumpsall and across Manchester. 

The award was granted in recognition of CHAC’s 
outstanding voluntary work in the community 
and in recognition of the huge impact that 
volunteers have had through their work at 
Cheetham Hill Advice Centre. Volunteers have 
been central to the work at CHAC and have 
been a key part of the running of the charity 
throughout its 43 year existence - including 
in formally registering as a charity in 1978. 

At the point of the assessment for the award 
there were more than three times as many 
volunteers as staff at Cheetham Hill Advice 
Centre. CHAC’s oldest volunteer is 63 and 
he is a volunteer advisor who speaks English 
and Yoruba. The volunteer who speaks most 
languages is a 26 year old woman who speaks 
English, Urdu, Kashmiri, Punjabi and Spanish. 
Former volunteers have gone on to become 
paid staff and even long serving trustees. The 
longest serving frontline volunteers have been 
volunteering for 8 years and the longest serving 
Trustee has been on the Board for 28 years. 

The award was made in recognition of all the hard 
work and dedication that volunteers, trustees 
and community supporters have provided. It 
is this commitment and dedication that has 
enabled the charity to survive through difficult 
times and has allowed the charity to serve the 
people of the community for the last 42 years.  

CHAC would like to thank all the people 
who have donated their time for free. We 
have appreciated the knowledge, energy, 
commitment, lived experience, skills and 
expertise you have all brought. CHAC would 
also like to thank the Office of the Greater 
Manchester Lieutenancy for the assessment 
process and the Department of Digital, Culture, 
Media and Sport for this recognition.

 
The advisor has been very patient and I’ve 
learnt how to do applications. Now I can 
fill in a form myself, then get the advisor to 
check it for me. I feel like the advisor cares for 
me and that I have support with everything. 
That gives me confidence and I feel warm 
inside.

I have always been in work and provided 
for my family. My wife also works and we 
have been fortunate never to fall upon hard 
times until now. Last year we experienced 
a very traumatic event and became unable 
to work. I was in a fragmented, broken 
place and unable to do the usual day to 
day things. The usual emotional support 
services I might have used have not been 
available due to Covid. We got into real 
financial difficulties. I contacted CHAC a 
couple of months ago. From the time of first 
contact all the way through, the empathy, 
the support, the understanding, the help 
from the advisor and other staff has been 
absolutely amazing.

My wife caught Covid just before giving 
birth and she ended up in hospital for 
several months. My world had been turned 
upside down, I was in turmoil. I contacted 
CHAC and they not only provided me with 
reassurance and kind words they helped me 
claim Child Benefit and disability benefits 
for my wife, they helped me contact prepare 
for my wife being discharged from hospital 
to ensure we had round the clock care and 
adaptations made. Without CHAC’s  
help and support I do not know how  
I would have coped. 

CHAC is a living institute to me and my 
second home. I learn everyday a new 
valuable skill and knowledge that I can pass 
on and deliver to my community. I am being 
cared for, pampered and valued at CHAC.



Cheetham Hill Advice Centre
1 Morrowfield Avenue
Cheetham Hill
Manchester
M8 9AR

T 0161 740 8999
F 0161 740 9231
E office@cheethamadvice.org.uk

OISC registration number: N201100029
Registered Charity Number 1136328 | Company number 7253445

A copy of our full accounts is available from the Centre upon request

Independent Account Examiners
Community Accountancy Service
The Grange
Pilgrim Drive
Manchester
M11 3QR

Finance and Administration Officers in the financial year 
Karin Stamp and Nadia Erdenesuren 

IT Support
Bytesize

Banker
Co-operative Bank
1 Balloon Street
Manchester

Partners
Abraham Moss Warriors, Citizens Advice Manchester, Communities for All, Ethnic Health Forum, Greater Manchester 
Immigration Aid Unit, New Testament Church of God, Manchester Mind, Manchester Refugee Support Network, Saheli, Shelter, 
Trinity/8th Day Arts, Wai Yin, Women Asylum Seekers Together and 4CT

Funding
Our main Funding comes from The National Lottery Community Fund, Manchester City Council and The Henry Smith Charity














































































	Summary
	Accounts - 2025-03-30
	Accounts - 2024-03-30
	Accounts - 2023-03-30
	Accounts - 2022-03-30
	Accounts - 2021-03-30

