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Disability, The Prevention Or Relief Of Poverty, Accommodation/housing, Economic/community
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• Area of benefit: THE TOWN OF MAIDSTONE AND IMMEDIATELY SURROUNDING AREAS

• Kent
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Period end Income Expenditure Assets Employees

2025-03-31 £943,771 £925,929 £376,286 30

2024-03-31 £833,012 £823,773 £361,131 29

2023-03-31 £805,623 £780,515 £350,131 30

2022-03-31 £805,631 £758,097 £323,144 32

2021-03-31 £860,112 £793,704 £254,188 34
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IVOR OWEN
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MAIDSTONE CITIZENS ADVICE BUREAU 

 
TRUSTEES ANNUAL REPORT (CONTINUED) 

 
FOR THE YEAR ENDED 31 MARCH 2025 

 
 
 
Disclosure of information to auditors 
 
In accordance with company law, as the charity’s trustee, we confirm that: 
 
 so far as we are aware, there is no relevant audit information of which the charity’s auditors are unaware; and 
 
 as the trustees of the charity, we have taken all the steps that we ought to have taken in order to make ourselves 

aware of any relevant audit information and to establish that the charity’s auditors are aware of that information. 
 
 

 
  ON BEHALF OF THE  
  BOARD OF TRUSTEES 
 
 
  MR A BREEN 
   
Registered office 
2 Bower Terrace 
Tonbridge Road 
Maidstone 
Kent  ME16 8RY 
 
……………………………… 
 

Tamrin Illidge
Typewriter
13 October 2025
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MAIDSTONE CITIZENS ADVICE BUREAU 
 

INDEPENDENT AUDITORS’ REPORT TO THE MEMBERS (CONTINUED) 
 

FOR THE YEAR ENDED 31 MARCH 2025 
 
Because of the inherent limitations of an audit, there is a risk that we will not detect all irregularities, including those 
leading to a material misstatement in the financial statements or non-compliance with regulation.  This risk increases the 
more that compliance with a law or regulation is removed from the events and transactions reflected in the financial 
statements, as we will be less likely to become aware of instances of non-compliance.  The risk of not detecting a material 
misstatement resulting from fraud is higher than for one resulting from error, as fraud may involve collusion, forgery, 
intentional omissions, misrepresentations, or the override of internal control. 
 
As part of an audit in accordance with ISAs (UK), we exercise professional judgment and maintain professional 
scepticism throughout the audit. We also: 
 
- Identify and assess the risks of material misstatement of the financial statements, whether due to fraud or error, 

design and perform audit procedures responsive to those risks, and obtain audit evidence that is sufficient and 
appropriate to provide a basis for our opinion. The risk of not detecting a material misstatement resulting from 
fraud is higher than for one resulting from error, as fraud may involve collusion, forgery, intentional omissions, 
misrepresentations, or the override of internal control. 

- Obtain an understanding of internal control relevant to the audit in order to design audit procedures that are 
appropriate in the circumstances, but not for the purpose of expressing an opinion on the effectiveness of the 
charitable company’s internal control. 

- Evaluate the appropriateness of accounting policies used and the reasonableness of accounting estimates and 
related disclosures made by the Trustees. 

- Conclude on the appropriateness of the Trustees’ use of the going concern basis of accounting and, based on 
the audit evidence obtained, whether a material uncertainty exists related to events or conditions that may cast 
significant doubt on the charitable company’s ability to continue as a going concern. If we conclude that a material 
uncertainty exists, we are required to draw attention in our auditor’s report to the related disclosures in the financial 
statements or, if such disclosures are inadequate, to modify our opinion. Our conclusions are based on the audit 
evidence obtained up to the date of our auditor’s report. However, future events or conditions may cause the 
charitable company to cease to continue as a going concern. 

- Evaluate the overall presentation, structure and content of the financial statements, including the disclosures, and 
whether the financial statements represent the underlying transactions and events in a manner that achieves fair 
presentation (i.e. gives a true and fair view). 

 
We communicate with those charged with governance regarding, among other matters, the planned scope and timing 
of the audit and significant audit findings, including any significant deficiencies in internal control that we identify during 
our audit. 
 
Use of our report  
This report is made solely to the charitable company’s members, as a body, in accordance with Chapter 3 of Part 16 of 
the Companies Act 2006.  Our audit work has been undertaken so that we might state to the charitable company’s 
members those matters we are required to state to them in an auditor’s report and for no other purpose.  To the fullest 
extent permitted by law, we do not accept or assume responsibility to anyone other than the charitable company and the 
charitable company’s members as a body, for our audit work, for this report, or for the opinions we have formed. 
 
 
 
 
Sarah Jennings FCA (Senior Statutory Auditor)   ………………………… 
for and on behalf of Azets Audit Services  
 
Statutory Auditor Globe House, Eclipse Park 
  Sittingbourne Road 
  Maidstone 
  Kent 
  ME14 3EN 
 
 
 
 
 

Tamrin Illidge
Typewriter
14 October 2025
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MAIDSTONE CITIZENS ADVICE BUREAU 
 

BALANCE SHEET 
 

AS AT 31 MARCH 2025 
 
 
    Notes  2025  2024 
     £ £ £ £ 
 
TANGIBLE FIXED ASSETS  10  -  - 
 
CURRENT ASSETS 
  Debtors           11 22,321  32,905  
  Cash at bank and in hand  283,877  302,305 
  Current asset investment  88,433  45,000     _______  _______ 

    394,631  380,210      _______  _______ 

 
CREDITORS: AMOUNTS FALLING 
 DUE WITHIN ONE YEAR  12 14,115  17,536     _______  _______ 

NET CURRENT ASSETS   380,516  362,674 
 
Provision for liabilities and charges 20  (4,230)  (1,543)      ________  ________ 

NET ASSETS   376,286  361,131      ________  ________     ________  ________ 

 
 
General unrestricted funds 13  315,308  278,380 
Designated funds 14  34,482  34,482 
Restricted funds 15  26,496  48,269      ________  ________ 

   16  376,286  361,131      ________  ________     ________  ________ 

 
 
 
 
Approved by the Board of Trustees on …………………………………. and are signed on its behalf by: 
 
 
...............................................  
MR A BREEN 
VICE CHAIR OF THE BOARD OF TRUSTEES 
 
 
............................................... 
MR D PARRISH  
MEMBER OF THE BOARD OF TRUSTEES 
   

 
 
Company No. 02234220 
 
 
 
 
 
 
 
 
 
The notes on pages 16 to 24 form part of these financial statements. 

Tamrin Illidge
Typewriter
13 October 2025
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Annual Report 

2022/23 
 

Free Confidential Impartial Independent 
 

Citizens Advice Maidstone is the operating name of Maidstone Citizens Advice  

Charity Reg. No. 299055       Citizens Advice Membership No. 75/004       Company Reg. No. 2234220 
 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Citizens Advice Maidstone is supported by Maidstone Borough Council 

 
 

2 Bower Terrace, Tonbridge Road, Maidstone ME16 8RY 
Advice Line:  (Freephone) 0808 250 5704 

Email Advice:  advice@maidstonecab.org.uk 
Website:  www.maidstonecab.org.uk 

 
 

Trustee Board 2022-23 
 
 

President:  The Mayor of Maidstone, Cllr Gordon Newton  

 

 

Elected Members: 

Mr S B Malhotra: Chair 

Mrs S Hawkins: co Vice-Chair (to February 2023) 

Mr R Bird: co Vice-Chair  

Mr D Parrish: Hon. Treasurer 

Mr J Cobbett 

Mrs W Foster 

Mr I Owen 

Mr A Breen 

Mrs J Woods  

Mrs L Mason (from November 2022) 

Mr P Stonely (from November 2022) 

 

 

Co-opted Members: 

      Cllr Mr P Harper:            Maidstone Borough Council 

     

 

Staff Representatives: 

Chief Executive:         Mr P Hardy  

        Volunteers:        Mr S Jones  

                                                                 Paid Staff:     Ms T Weber  

 

 

Governance: 
Through regular reviews the Trustee Board endeavours to reflect on and apply the principles of 

Organisational Purpose; Leadership; Integrity; Decision Making, Risk and Control; Board Effectiveness, 
Diversity, Openness and  Accountability contained in the Code of Governance in order to facilitate 

continuous improvement. 

 
 

 

 

 

 

Challenging discrimination  Valuing diversity 

Promoting equity and inclusion 

http://www.maidstonecab.org.uk/


 

 
Chair’s Report  

Another year has flown by -- once again -- it seems time passes quickly  
a) when you are having fun  
b) as you are getting older 
I suppose both could be true, but if I could choose, I would prefer a) although b) seems to be closer to the 
truth!  
 
We are now in the second year of my stewardship as Chair and I must say it is business as usual. We 
came out of various Lockdowns and hoped to continue providing our service to the Community pretty much 
as before. Rules and regulations meant that we could only start very slowly opening our doors to the public 
of Maidstone. Slow and steady as she goes! 
 
Our CEO, Paul Hardy, really lives up to his name. He decided that the pandemic had taught us good 
lessons. Staff working from home were trusted that they would be as effective as they were in the office.  
 
My own impression has been that they excelled, delivering a commensurate service to Clients on the 
‘phones and online. Suffice to say that even with reduced resources we continue to provide our service to 
many more people than other similar organisations.  
 
Demonstrating the value of our work is crucial, as the pressures on the public finances continues to gather 
pace, with national and local spending decreasing further year on year. It is our responsibility to 
communicate to funders why Citizens Advice is an essential service and not just an optional extra. There is 
enough statistical evidence in this report to demonstrate this. 
 
When the restrictions were lifted and we came back into the office, Paul decided that we will use the 
lessons from the pandemic and offer a hybrid type of service to our Clients. We adopted the “best of what 
we had learned and the best of what did” to work in different ways and provide most of our services 
remotely -- via telephone as well as digitally -- and reserving face-to-face for the vulnerable and more 
complex cases. Fortunately, our staff and volunteers adapted to the new regime extremely well and it is a 
credit to their dedication and commitment that in this most demanding of times we have helped 30% more 
clients despite our having a lower level of resource. 
 
Volunteer Advisers predominantly work at the office whilst Paid Staff provide a mix from home and office. 
This system works very well as senior staff can be contacted wherever they are working from. Support, 
supervision, and training can still be offered remotely so that no one feels they are working out there on 
their own. Our goal is to empower clients solving their problems by themselves; others requiring more 
support do receive further help through detailed work by our Specialists. 
 
All Projects have been delivering according to each funder's satisfaction, and as all those personnel 
delivering these services can also work from home, it seems to me that we have picked out the best of both 
worlds.  
 
PensionWise is still conducted predominantly on the ‘phone although some face-to-face appointments are 
carried out in Maidstone or Brighton. Similarly, too, Help to Claim became initially an online service and 
Citizens Advice National is encouraging the funders, DWP, to start moving towards a face-to-face service 
again.  
 
Senior staff continue to be guided and supported by the Trustee Board who were quickly on board with the 
changing circumstances. Our Board has continued to function as usual with meetings moving seamlessly, 
working both via face-to-face and established online platforms. Similarly, staff meetings have successfully 
continued by using a hybrid model of personal attendance or joining online.  
 
We continue to work with several partners within Local Government and Statutory Agencies to improve the 
policies and practices that affect our communities. We have been working collectively with other Local 
Citizens Advice centres in Kent to inform public policy and help regulators, as well as influence private 
industry to make their services fair for consumers. 
 
Our service moves from strength to strength as we have been successful in securing further contracts from 
existing and new funders. Paul and his team have been successful in finding additional funds for us to offer 
a weekly service for the residents and users of Trinity Foyer. Another project works with funds from the  
 



 
 
Colyer-Fergusson Charitable Trust to deliver services to the Clients of Blackthorn Trust under the Mental 
Health banner. 
 
We are slowly starting to welcome new volunteers to our Service who come from a wide range of 
backgrounds, including young people, professionals who want to broaden their horizons, retired people 
who want to give something back and parents whose children have started school – so we offer a range of 
support services to meet the needs of all our volunteers too. Our commitment to value diversity, promote 
equity and inclusion means we are encouraging individuals who might not otherwise wish/be able to 
volunteer to come and join our vibrant team. 
 
Our service has a major impact on people’s lives, particularly the most vulnerable in society. Our service is 
best known for solving problems through advice, but we also make a difference by solving the underlying 
causes of these problems through our research and campaigns volunteers. Our team working within the 
Social Policy department has contributed to vital policy changes that will help more people make ends 
meet. The team collects Client information to enable us to work with our local government — at parish, 
district, county level — to inform debate with our data and client stories. 
 
I finish by giving my thanks to all those who support this Organisation, whether by working in it; by providing 
funds to ensure we continue as before; or by donating their time and energy in any way they can. 
 
Ladies and Gentlemen, I commend this Report to you. 
 
Thank You.  
                        Bonny Malhotra, Trustee Board Chair 

 
 
An Office Co-ordinators View 
The wheel was first used by the Sumerians in the 4th millennium BC in Lower Mesopotamia (what is now 
modern-day Iraq) and along with the light bulb and the printing press, is often cited as one of the most 
important inventions of all time. 
 
Having said that, crucial to the performance and efficiency of the wheel is its axle, the size and shape of 
which has to be just right in order to ensure fluidity of movement and speed of motion, in any direction and 
under all circumstances. 
 
And that is how I see the role of the Office Co-ordinator within the Admin function at Citizens Advice 
Maidstone. 
 
Our Service is like a well-oiled and constantly rotating wheel, agile enough to be able to deal with most 
obstacles in its path. 
 
However, this is only made possible by the smoothness and versatility of the operation of the Admin 
department, which acts as the linchpin for the entire organisation, enabling us to comfortably traverse any 
and all terrain and deal effectively with matters both big and small. 
 
Certainly, Covid proved to be a major bump in the road, as is the current ‘Cost of Living’ crisis and the 
resulting sacrifices that continue to be made by so many will not be forgotten.  
 
Never-the-less, I am confident that with the help and support of a dedicated team of paid staff and 
volunteers, as well as the good will and continued backing of our friends and funders, we can continue to 
help our clients deal with just about anything that life throws at them. 
 
After all, as Victor Hugo said, the future has many names: For the weak it means the unattainable; for the 
craven it means the unknown but for the courageous, it means opportunity! 

Office Co-ordinator 
 
 
 
 
 

 



 
Employment Advice 
As we continue to help more clients through our new way of working, so we see more clients needing help 
with employment issues. Employment queries have risen again this year, and continue to play a large part 
in our daily work.  
 
Unfortunately the current themes affecting so many people in their daily lives also affect their employers. 
Rent increases, energy costs and rising prices mean businesses as well as households are struggling, one 
consequence being rising numbers of dismissals through redundancy.  
 
According to government figures (Monthly Insolvency Statistics June 2023) company insolvencies were 
27% higher than the same period in 2022, and the highest since 2009. In other circumstances, rival 
businesses are taking over struggling companies and employees are confused as to where they stand, as 
often neither the transferring or transferred employer correctly applies Transfer of Undertakings (Protection 
of Employment) Regulations (TUPE). 
 
Nonetheless, this – like so much EU derived employment law – continues to protect workers’ rights and we 
have been able to provide our clients with the advice they need in often complicated circumstances. 
 
Inevitably we also see employers continuing to attempt to save money by underpaying their employees or 
altering their terms and conditions, often without the employees’ consent.  
 
Discrimination continues to be an issue in many cases, often leading to the above problems or causing the 
client to leave their job as the employers’ unfair behaviour makes it impossible to remain.  
 
Clients with employment queries rarely have one single problem with their employers, however our 
advisers are skilled in identifying these issues and supporting the clients, not just in terms of identifying 
their rights in the employment situation, but also recognising the impact that the reduction in income will 
have on the clients’ housing and other areas of life.  
 
What may start as a query about whether it was fair for the employer to sack them or cut their hours will 
often result in the client being guided into making a claim for benefits or helped with their housing situation, 
as well as being fully advised on their employment rights.  

Employment Adviser 
 

 

 
 

Energy 
We successfully obtained a new contract with Citizens Advice funded to deliver energy advice and were 
able to assist many people during very testing times when energy prices have been at an unprecedented 
high. 
 
Under the contract, we have been able to issue fuel vouchers for those on prepayment meters to help with 
the rising costs as, even with the government assistance of £67 per month, such clients were still struggling 
to ensure that they had enough credit to get them through the week, let alone the winter. 
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In addition, we are also trying to inform people of the dangers of Carbon Monoxide poisoning. Many people 
know of it as the “silent killer” but are unaware of what symptoms they need to look out for and we were 
able to offer our clients Carbon Monoxide monitors free of charge where there was not one already present 
in the home,  
 
Our office has been able to deliver full energy advice and help members of the public to examine their 
behaviour when it comes to using energy. Advising people that even relatively minor changes such as  
turning off sockets and using a draught excluder at the bottom of the door can help keep costs down and 
overall, we advised 145 clients on the subject of Carbon Monoxide and sent 43 alarms to clients who did 
not previously have one in place. 
 
We also set up outreach sessions in an attempt to capture clients who may have missed out on receiving 
energy advice by other means. 
 
Our energy team has worked hard to get as much advice and assistance out to people who have been in 
dire need as possible and I would like to take this opportunity to thank them all for achieving our target over 
all areas of energy advice. 
  
We hope that prices will eventually fall and with the implementation, following advice from us, of some 
small behavioural changes, people will be in a position to manage a little better. 

Energy Adviser 
 

Equity, Diversity and Inclusion 
Equity, diversity and inclusion is the bedrock of our service.  We want our service to be accessible to 
anybody who needs us, we want to provide them with the service that they need.  We also want to be an 
organisation that people want to work for, because of our values and what we do.  But what do these words 
mean? 
 
Equity is about treating everyone justly and according to their circumstances, we will adapt our services to 
their needs.  This is often confused with equality which simply means treating everyone the same.  The 
picture below shows the difference far better than any words. 
 
The population of Maidstone is diverse, and we aim to ensure that they feel confident to use our services 
whoever they are.  This goes for everyone who works for us too, we want to attract the best talent and their  
diversity will give confidence to our clients.  We all benefit from an inclusive service reflecting different 
social and ethnic backgrounds and different ages, gender and sexual orientation. 
 
These are goals that we may never meet fully, but are committed to build upon all that we have already 
achieved.  This year we will look at how we might better serve some of the harder to reach groups as well 
as reflecting on the profiles of our own people. 

 

 
  Interaction Institute for Social Change | Artist: Angus Maguire. 
 



 
Housing Advice 
Issues around housing are a consistent presence in society and, therefore, our clients need to know their 
rights and responsibilities. The number of individuals experiencing difficulties regarding their housing has 
been exacerbated in the wake of the pandemic and the consequential steady rise in the cost of living. 
 
People from all walks of life are finding day to day living more of a struggle, which has a direct impact on 
the affordability of bills, the biggest of which being housing costs and rent. 
 
The provision of practical housing advice is therefore imperative, and can be very complex in nature. 
Citizens Advice work alongside other agencies in the local area; having strong ties, of course, with our local 
council, in order to meet the ever- growing needs of our clients. 
 
Cooperative working such as this, has allowed us to see more clients, especially those that are potentially 
more vulnerable, in a face to face setting at Trinity Church. Working in tandem with the housing team at 
Maidstone Borough Council, we are able to highlight and address client’s other needs while navigating their 
housing concerns. 
 
Ensuring clients are getting the best information in order to prevent homelessness is at the forefront of our 
housing advice service; making sure they know their rights when faced with a section 21 notice and are 
aware of the support organizations available. Clients also need to be aware of how their rental deposits 
should be protected and the impact this can have if this is not done so properly. 
 
We are here to help people tackle problems with landlords, in terms of what their rights and responsibilities 
are and what support they can get if repairs are not being addressed. 
 
The introduction of the Social Housing Act in 2023 aims to regulate this sector of the industry more 
profoundly, dealing with landlords who are failing their tenants and not providing suitable, safe housing that 
can truly feel like a home. 

Housing Adviser 
 

 

 
Maidstone Prison Advice Service 
This year saw a gradual return to normal operations in HMP Maidstone with face to face appointments 
increasing as the Prison Service further reduces restrictions due to the pandemic. We initially use a paper 
based advice system and will arrange appointments for more complex issues and for clients who need 
additional support. We work closely with the Resettlement Team in the prison where there have been 
changes in staff, which initially affected service delivery as they became used to our unique requirements. 
Demand for our services remains high. 
 
The prison is designated a Foreign National Prison where most inmates face deportation at the end of their 
sentence. English is not usually their first spoken or written language. Interpretation is normally through 
using other prisoners with better grasp of English. We can also access “The Big Word” telephone  
translation service. 
 
Our role is intended to help clients deal with issues on the outside of prison in order to prepare for release 
either in the UK or abroad. In other words “Helping you to turn the page” for a better life.  

0 100 200 300 400 500 600 700 800

Threatened Homelessness

Housing Association Property

Access to & Provison of Accommodation

Local Authority Homelessness Service

Private Sector Rented Property

Housing - Top 5 



 
 
During 2022/23, we helped 240 prisoners in 489 interactions dealing with 247 issues including 747 letters 
sent to and for clients. The main work remains trying to obtain the return of property from enforcement  
agencies (171 requests). Other issues included housing, debt, benefits, Tax & NI, Finance, immigration,  
health, legal and employment issues. We are not necessarily informed about the results of our actions but 
we do know of 85 positive outcomes on behalf of prisoners and £8,500 in financial gains.  

Prison Advisers 

 
Money Advice  
Talking about a financial problem can be very distressing for some clients as they find it embarrassing to 
find themselves overwhelmed by debt and creditors chasing them for money. 
 
They may have been contemplating calling for help for some time. 
 
Once a client is assisted to fully understand their financial situation often a sense of relief is felt, as they are 
no longer alone in their situation. 
 
At Citizens Advice we empower our clients and offer options to help clients understand their options for 
dealing with Priority and Non Priority debts. 
 
Clients are offered a benefit check to help to maximise their income and we assist the client to complete a 
budget sheet to show income and expenditure. 
 
Often clients have never previously engaged with budgeting and have always paid the creditor who shouts 
the loudest. 
 
We encourage our clients to engage in collecting information to empower them to be involved in looking at 
options to deal with their debts. 
 
Clients are helped to understand that it is never too late to deal with a creditor and that there are several 
options available to start dealing with their debts. 
 
Clients may be eligible for a Debt Relief Order (DRO) to write off their debts or a debt management plan, 
IVA or in extreme cases Bankruptcy along with several other remedies. 
 
It is extremely satisfying to assist a client to start their journey to “Turn the Page “and manage their ongoing 
finances to become debt free. 
 

Money Adviser 
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An Operations Manager’s View  
2022 – 2023 has been interestingly eventful in Bower Terrace: Citizens Advice Maidstone has been 
implementing a new way of working since the pandemic, and although we no longer need to observe the 
various protocols associated with lockdown and social distancing, we have found that maintaining our  
service over the phone rather than face to face has resulted in more clients being helped, with better 
targeted advice.  
 
We have offered face to face appointments to clients who need them since July 2021, and this has been 
working well for advisers as well as the clients they help. We have also returned to a limited number of  
Pension Wise appointments in the building and welcomed a number of new faces as the Help to Claim 
service, and team, expanded.  
 
This coincided with the introduction of a new phone system, initially for Help to Claim before being 
extended to Pension Wise and latterly Adviceline, which has on occasion tested everyone’s inner strength.  
 
Our volunteers have taken all the changes in their stride, and more than met the challenge, and we have 
also seen an increase in the numbers of applicants interested in joining them, several of whom are either 
now advising or in training. 
 
Alongside this, we are continuing to deal with many email enquiries and at the end of the year 22-23, are 
about to start working in Trinity House one day a week helping Maidstone Borough Council clients by 
appointment. 
 
As the restrictions imposed on us by the pandemic recede into the distance we can definitely say that we 
have turned a page, and we are now working far more effectively than we did before, and helping many 
more clients turn their own pages. 

            Operations Manager 
 

 
Pension Wise 
Citizens Advice Maidstone is one of 38 local Citizens Advice who have been delivering the government’s 
Pension Wise service for the last 8 years. Launched in April 2015, Pension Wise was a new guidance 
service set up to help people understand their options under the pension freedoms. Pension Wise is a 
service from MoneyHelper. 
 
Citizens Advice Maidstone delivers Pension Wise appointments to people aged 50 and over with a defined 
contribution pension.  
 
Key statistics  
For 2022/23, Pension Wise has delivered 70,454 appointments across the service in England, Wales and 
Northern Ireland.  
 
People visiting Pension Wise have remained highly satisfied with the guidance they are receiving with 
satisfaction ratings remaining consistently high. For 2022/23, Citizens Advice achieved a satisfaction score 
above 95%.  

 
The above article has been vetted and approved for publication by the Citizens Advice Pension Wise communications 

team 
 
 
 

Citizens Advice Maidstone’s Projects and Supplementary Services 
2022-2023 
 It is important to first acknowledge that without our core grant from Maidstone Borough Council which 
provides essential funding towards our general advice service for local residents, we would not be able to 
operate. The grant also enables us to seek additional funding for projects and other important services to 
support residents.  
 
We have been fortunate in this in recent years, often bidding successfully against stiff opposition, as 
charities across the UK are increasingly obliged to compete with each other for limited or diminishing funds.  
 



 
 
We anticipate this unwelcome national trend will continue for the foreseeable future but have confidence in 
our own abilities to plan and succeed in this highly competitive market.  
 
We are currently providing a wide range of additional services for residents that are funded from sources 
outside of our core grant and which constitute the majority of our annual funding. Some of these services 
may also be reported on in more detail elsewhere in this document.  
 
Key projects and services in 2022-2023 are outlined below:  
 

 Pension Wise Service for Kent and East Sussex 

 Help to Claim Universal Credit Service (and Lead for Kent) 

 Prison Advice Service for HMP Maidstone  

 Energy Advice Programme and CO Awareness Programme 

 Council Tax Support for Maidstone Borough residents 

 Management of South East Financial Capability Forum 

 

Many thanks to all our funders without whom none of this would be possible. Specific funder information is 
available elsewhere in this document  
           Service Manager – Projects 

 Research and Campaigns 
The team’s main focus this year has been on Cost of Living issues: taking part in the national campaign 
and working with local partners. We have supported meetings with the Borough Council and other charities 
and services, and lobbied local MPs on issues such as energy costs, household debt and housing 
allowances. Some examples of this work are shown here. We also reviewed comparative utility costs by 
region, and produced data on Ukrainian residents in Kent for the LCA cluster group. 
 
 

 
 
 
 

 
 
 
 



 
 
Our participation in the national Help to Claim Universal Credit research project has continued, and we 
have researched local community advice needs and prepared economic and social forecasts to inform the 
local business plan and project proposals. 

 Research & Campaigns Team 
 
 

Advice Giving 
It is comforting to note that as we turned the page to face the financial year 2022 – 2023, the Covid 
pandemic had subsided and we were able to advise our clients on our new “normal” service. 
 
We had a team of loyal volunteer advisers who had stuck with us through all the difficulties of 2020 – 2022, 
but the team has shrunk compared to the pre-Covid years, which means that we have had to continue to 
adjust the method by which we offer advice.  
 
We still have an insufficient number of advisers to operate a drop-in advice service but we continue to offer 
as many face to face appointments in our local office as resources allow. These appointments have to be 
booked via our Adviceline service.  They have proved invaluable for clients who have literacy issues or 
those for whom English is not their first language.  Being able to see the client does help to break down  
barriers and establish a rapport quicker, which can be especially important when dealing with long, 
personal and complicated forms. 
 
We have been and continue to be pleasantly surprised at just how successful giving advice over the 
telephone is.  Many clients have done some research themselves before contacting us and some simply 
require confirmation that they have understood the situation correctly.  At least clients can sit in the comfort 
of their own homes while they benefit from our advice without having to trek to our office and queue, as 
used to happen. 
 
Throughout the year we have been able to maintain an advice service through answering emails sent by 
Maidstone residents.  This is an often imperfect way of dealing with clients’ queries as they are not always 
aware of  the information that we require to provide the correct advice relevant to their circumstances.     
 
Let’s hope that the current year does not present us with too many crises and challenges! 

Advice Manager 

 

Volunteering  
I started volunteering with Citizens Advice Maidstone when I retired, as a way of keeping my mind active 
and giving something back to the community in exchange for my civil service pension. 
 
The staff and volunteers at Citizens Advice Maidstone are a great bunch of people, and we have fun. 
However, we all get serious when it is a question of helping someone. It's the reason we all turn up.  
 
When someone calls with seemingly overwhelming problems and you can find a way out for them, it is a 
mix of relief, pleasure and a small amount of pride! 
 
We have moved to giving most of our advice via the telephone since the Covid epidemic and the problems 
presented are varied. There are the regular problems of homelessness, rented housing, getting benefits, 
especially if you are disabled, and managing on the same money, as prices rise. Then there are the odd 
problems that you have not come across before that require quite a bit of research to find an answer.  
 
However, there is always support available from the specialists when you start and for difficult problems, 
your colleagues are happy to share their experience as usually someone has met the question before. 

Volunteer 
 
 

Welfare Benefits Advice  
The client was referred to the Bureau with substantial debt problems that meant she was at risk of losing 
her property. As a routine part of the debt advice process -i.e. seeking to maximise the client’s income – 
she was given a full benefits check. 
 
 



 
 
An in-depth exploration of her circumstances revealed that although she had long been claiming 
contributory Employment and Support Allowance, she had also been entitled to income related ESA ie  
premiums which she had not received. A claim for a backdated payment was made and the DWP have  
agreed a payment in the region of - wait for it - twenty thousand pounds! This will be enough to keep her in 
her property and to clear all her debts. 
 
Furthermore, the additional eligibility for Income-Related ESA entitles her to a cost-of-living payment of 
£900 for the current tax year, and £650 for the previous year. 
 
It also now passports her to full Housing Benefit (albeit still capped to the Local Housing Allowance), and 
she has therefore been advised to apply to the Local Authority for a Discretionary Housing Payment 
towards her rent. 
 
To avoid the possibility of her getting back into debt she has been offered further budgeting advice on 
reducing her broadband, water and energy bills. So it can truly be said that Citizens Advice has helped her 
turn a page in her life and given her hope, as well as material assistance, for a better future.  

 Welfare Benefits Adviser 

 
 

Chief Executive’s Report 
Ever since the Coronavirus pandemic it seems that we live in a world which, in order to survive, 
necessitates that we remain in an almost constant state of vigilance and preparedness, poised to react to  
any and all changes in events no matter how trivial or idiosyncratic they may seem. As a result, the working 
definition of that well-worn phrase the “new normal” has changed so many times over recent years as to 
render it almost meaningless. 
 
This was never more true than back in April 2022 when, under the guise of a shift from parliamentary 
restriction to personal responsibility, the latest curve ball pitched up in our general direction by HM 
Government, was the removal of the legal requirement to self-isolate.   
 
The change applied both to people who knew that they had Covid and those they had been in close contact 
with. However, in order to minimise the risk of passing it on to others, the related guidance recommended 
that although you were no longer required by law to self-isolate, if you had been unlucky enough to contract 
Coronavirus, you should still stay at home and avoid contact with other people. 
 
We at Citizens Advice Maidstone have always been of the opinion that prevention is better than cure and 
had worked hard over the previous two years to keep Bower Terrace free from the virus so that we were  
able to maintain delivery of a level of Service that bore some resemblance to the one enjoyed by the 
residents of the borough of Maidstone prior to the pandemic. 
 
Consequently, we found ourselves somewhat in limbo as we were not about to potentially jeopardise all our 
endeavours by relaxing the protocols in place around the wearing of face coverings and social distancing 
any time soon and whilst circumstances may have changed in the wider world as a result of the 
government’s latest edict, at Citizens Advice Maidstone, the view from the trenches remained very much 
one of, “if it ain’t broke, don’t fix it”. 
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Therefore, with the pandemic still far from over, we continued to conduct most of our work remotely, with 
the majority of our paid staff working from home and only those clients who genuinely could not be helped  
by any other means, being offered an appointment to see an advisor face-to-face and then, only under 
tightly regulated conditions. 
 
However, as the year progressed and the incidence of Coronavirus decreased, eventually reaching an all-
time post-pandemic infection rate low of 1 in 40 people nationwide, we began to take an increasing number 
of tentative steps down the bumpy road to normality and started to welcome more and more people (both 
paid and volunteer staff as well as clients) back to Bower Terrace on a regular basis. 
  
We had suffered a number of ‘casualties’ along the way with some members of staff who by that time had 
been away from our Service for almost two years, choosing for a variety of reasons not to return but a 
significant number of volunteers have stuck with us and their ongoing loyalty and dedication to the cause is 
humbling and elicit feelings of admiration and inspiration in equal measure. 
 
We have come a long way since then. However, despite the gradual relaxation of the rules and regulations 
surrounding Covid, not just nationally but world-wide and the resulting “opening up” of society as a whole, 
we still live in challenging times and I would like to take this opportunity to acknowledge the backing and 
assistance I have received from my colleagues on the Trustee Board, whose continued unwavering support 
has enabled us to not only maintain our level of service throughout this entire period but also branch out in 
to pastures new. 
 
My sincere gratitude goes to them all as they have helped to make a challenging job much easier and in 
particular, on behalf of myself and all her colleagues on the Board and at Citizens Advice Maidstone as a 
whole, I would like to thank Mrs Sharon Hawkins, who stepped down as a Trustee in March of this year 
after 16 years of dedicated service, initially as our Honorary Solicitor before in 2009, taking on additional 
responsibilities as the Board’s Vice Chair. 
  
You do, as they say, get less for murder and Sharon’s only ‘crime’ was to demonstrate an unstinting 
commitment to our cause throughout the duration of her tenure as a Trustee for which both I and my 
predecessor as CEO now Chair of our Trustee Board, Bonny Malhotra, are eternally grateful and believe 
that such a display of unbridled altruism should not go unrecognised. 
 
Indeed, those prepared to stand shoulder to shoulder with you through good times and bad, come what 
may are without doubt, true friends and Citizens Advice Maidstone is fortunate enough to have more than 
its fair share, both in and outside the organisation. 
 
To that end, I would like to thank the staff, both volunteer and paid, as it is because of their willingness and 
ability to adjust and adapt to different ways of working that we have been able to maintain an excellent 
advice and support service for the inhabitants of our borough and continue to deliver our objectives 
according to all currently held contracts. 
 
In addition, we owe a great debt of gratitude to all of our funders, including Maidstone Borough Council, as 
without their ongoing support and understanding, we would be hard pressed to provide anything but a very  
basic core service and last but by no means least, a big thank you goes as always to National Citizens 
Advice for their enduring sponsorship and patronage. 
 
It is thanks to the good will and generosity of all those who continue to place their trust in us that we can 
look to the future with a renewed sense of optimism and due to the public endorsement of our  
Service that their backing demonstrates, there is a real possibility that we will soon be able to turn the page 
and consign the dark days of Coronavirus to the annals of history. 

Paul Hardy, Chief Executive 
 
 
 
 
 
 
 
 
 
 



 
 
 

Social & Recreational –  
Summer Bar-b-que - August 2022 

 

                         
Christmas Buffet - December 2022 
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A couple of examples of the effectiveness of the work that we do: 
 

A Scam: 

The client contacted us after receiving an email appearing to come from Scottish Power saying they owed 
£4,000 in electricity and had been requested to set up a standing order to repay the amount owed.  
 
The client rang the telephone number on the email  about the amount owed and said they wanted to check 
with their local Citizens Advice as they were paying a lot for electricity already.   
 
The client was told by the person who answered the call, not to contact Citizens Advice and that they would 
call the client back later that day to set up a standing order.  
 
Fortunately however, the client did ring us and when we checked the number given in the email, we were 
able to establish that this was in fact a scam.  
 
We gave the client the correct contact details for Scottish Power and advised them to report the scam and 
confirm with their supplier, whether they did in fact owe any monies to them.  
 
The client came back to us to advise that their Scottish Power account was up to date with no outstanding 
charges and that they were very happy with the advice given.  

 

 

 

 

A Housing Issue: 

The client had received a section 21 notice as their landlord needed to move back into the property they 
were renting. 
 
The client was concerned that they had not been given enough time to look and move to alternative 
accommodation especially as their partner had serious medical and mental health issues.  
 
The client was given additional advice about the section 21 processes and advised as to what further action 
they could take.  
 
We received an email from the client at a later date, thanking the adviser for their time, patience and advice 
saying that it helped how they were feeling and enabled them to better address their situation. 
 

 

 

 

 

 

 



 

 

The Citizens Advice Service provides free, independent, confidential and impartial 

advice to everyone on their rights and responsibilities.  It values diversity, promotes 

equality and challenges discrimination. 

The Service aims: 

 to provide the advice people need for the problems they face 

 to improve the policies and practices that affect people’s lives 

GENERALIST ADVICE  
Benefits    Consumer    Debt    Education    Employment 

Finance    Health    Housing    Immigration (Level One) 
Relationships    Travel    Utilities 

 

SPECIALIST ADVICE  
Debt    Employment    Welfare Benefits Energy 
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have assisted and supported Citizens Advice Maidstone in the past year. 
 

Volunteering with Citizens Advice Maidstone 
 
You can make a real difference in helping your 
communities by volunteering with Citizens Advice. 
 
Teams of volunteers across England and Wales 
are vital to the work conducted by Citizens Advice, 
helping people access information and giving them 
the advice they need to move forward with their 
lives. 
 
Citizens Advice believes everyone deserves 
access to independent, free advice to help them 
deal with life’s problems and challenges and you 
can help us do that. 
 
Volunteers are at the heart of how we deliver the 
Citizens Advice service, whether it's: 
 

 helping people online, over the phone, or in 
person 

 raising funds 
 researching and campaigning for policy 

change 
 helping the service to run smoothly in our 

admin and customer service roles 
 as a trustee 

 
Visit our website at www.maidstonecab.org.uk for 
further details and an application form. 

Financial Support was received from: 
 
Chart Sutton Parish Council 
Citizens Advice: 
(Help to Claim – Universal Credit/MAS Debt Advice 
Project/Pension Wise/Energy Advice 
Programme/Department for Business, Energy and 
Industrial Strategy funding) 
Cobtree Charity Trust 
DWP (MAPS) Pension Wise 
Golding Homes 
HMP Maidstone 
Involve Kent 
Maidstone Borough Council 
Money & Pensions Service (MAPS) 
North & West Kent Citizens Advice 
Southern Housing Group 
South East Water 
Staplehurst Parish Council 
The Henry Smith Charity 
 
Donations from the public, clients and staff  
 

Our special thanks go to: 
 
Members & Officers of Maidstone Borough Council 
DWP (MAPS) Pension Wise 
HMP Maidstone 
Money & Pensions Service (MAPS) 
Citizens Advice Central Office staff 
 

                        

 

http://www.maidstonecab.org.uk/
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Citizens Advice Maidstone is supported by Maidstone Borough Council 
 

2 Bower Terrace, Tonbridge Road, Maidstone ME16 8RY 
  and 

The Town Hall, High Street, Maidstone ME14 1TF 
Advice Line:  0344 848 7978 

Email Advice:  advice@maidstonecab.org.uk 
Website:  www.maidstonecab.org.uk 
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President:  The Mayor of Maidstone, Cllr Fay Gooch 

 

Elected Members: 

Mr R Bird: Chair 

Mrs S Hawkins: co Vice-Chair 

Mr S B Malhotra: co Vice-Chair (from October 2020) 

Mr J Cobbett: Hon. Treasurer 

Mrs W Foster née Tull 

Mr I Owen 

Mr M Ford  

Mr A Breen (from October 2020) 

 
Co-opted Members: 

      Cllr Mr P Harper:            Maidstone Borough Council 

     

Bureau Representatives: 

Chief Executive:         Mr P Hardy  

        Volunteers:        Mr S Jones  

                                                                Paid Staff:      Ms T Weber (from May 2020) 

 

 

In Memoriam 
It is with great sadness and deep regret that we report the passing of Barrett Manning and Peter Green, 
both of whom gave many years of valuable service to our organisation as advisors and also as members of 
our Trustee Board. 
Barrett and Peter were highly valued and well respected members of our team, committed to the work of 
the Bureau, who always displayed a keen social conscience and a willingness to help the wider community 
in any way they could. 
They are both remembered with great fondness by all those who knew them. 
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Chair’s Report  

This is my last report as Chair of the Citizens Advice Maidstone Trustee Board, as under Citizens Advice 
rules, I am obliged to step down in September having been in post for 6 years.  
 
It has been a great pleasure to witness, first hand, the amazing work of the bureau over the past 6 years.  
We have a wonderful group of staff, both paid employees and volunteers, who continually demonstrate 
their determination to help clients through life’s many challenges.  It comes as no surprise that the bureau 
has consistently received superlative positive feedback from clients.  We should be very proud of all our 
staff.  In particular, I would like to record my appreciation for two exceptional Chief Executives.  Bonny 
Malhotra led the bureau with great distinction for 21 years before retiring in 2019; I am delighted that he has 
returned to support the bureau as a Trustee.  Paul Hardy stepped into his shoes seamlessly and has deftly 
steered the bureau through the unparalleled challenges of the pandemic with great fortitude.  It has been a 
great honour and pleasure to work with them both. 
 
It has also been a privilege to work with a Trustee Board who are all committed to ensuring that Maidstone 
has a first class Citizens Advice service.  I am very grateful for the support and contribution of each Board 
Member. 
 
The past year has been dominated by the pandemic.  Despite all the difficulties in keeping staff safe and 
complying with Government guidelines, there has only been one day when Citizens Advice Maidstone has 
not been open for business.  This has been achieved through the adaptability and resourcefulness of our 
bureau employees, with most staff working from home.   
 
During the past year, most of our client advice has been provided over the phone or digitally through email 
and webchat. In many respects, the lockdown has brought forward the modernisation of our service 
delivery to reflect the changing needs of our clients. 
 
Nonetheless, we have been acutely aware that there are clients who would prefer face-to-face meetings, or 
for whom this is more appropriate.  As circumstances permit, we are gradually bringing back a limited face-
to-face service, by appointment only.  However, we are constrained by the available space at Bower 
Terrace as the Borough Council is not yet in a position to re-open our office space in Maidstone Town Hall. 
 
Unfortunately, it was not feasible for our volunteer staff to provide advice services from home.  However, 
we are very pleased that so many volunteers have been keen to maintain contact with the bureau.  It has 
been good to see some of them return to Bower Terrace in recent weeks and we look forward to see many 
more coming back as soon as safety considerations and government guidance permit. 
 
At the time of writing, we have been in pandemic conditions for nearly a year and a half.  It feels like much 
longer. We have been assured that the long-awaited ‘Freedom Day’ will take place in July, but we do not 
yet know how much further relaxation of restrictions this will bring.  Notwithstanding, the successful 
vaccination programme, Covid remains a pernicious and serious threat.  Although, thankfully, the risks of 
severe illness appear to have been much reduced, it is clear that we will need to be cautious for some time 
to come. 
 
The future is still very uncertain, but it is clear that the legacy of Covid and the impact on our communities 

will be with us for a very long while.  The bureau will need to continue to operate under challenging and, at 

times, difficult circumstances for some time to come.  We have shown that we have adapted in the past.  

We can be confident that Citizens Advice Maidstone has the ability and the determination to adapt to future 

challenges, whatever they may be. 

Rob Bird, Chair 

 

Admin in the time of Covid – a lone worker’s perspective 
As I type, I am sitting alone in an office which, prior to 23rd March 2020, used to accommodate three 
additional colleagues, ably supported by a number of dedicated volunteers, each one beavering away at 
their designated tasks, helping to keep the Bureau on an even keel and ploughing a steady course. 
 
Then we were hit head on by an almighty bow wave called Covid-19 and nothing has been quite the same 
since. 
 



 
 
In the wake of the pandemic, my colleagues have been scattered to the four winds, each of them however 
continuing to work effectively but remotely from their respective homes and at time of writing (June 2021), I 
have inhabited this office essentially alone for the last 15 months and I have never been busier! 
 
Not that I am complaining mind you. I didn’t think I’d ever say (type?) it out loud but I’m fairly certain that 
working at Citizens Advice Maidstone has kept me sane over the last year and a bit. 
 
As sad as it may sound, the routine has given me purpose and a reason to get out of bed in the morning 
and has allowed me to continue to feel that I am making a difference. 
 
Whilst I would never purport to be a ‘Key Worker’, it gives me a sense of satisfaction to know that despite 
having had to both adapt and adopt new ways of working often at very short notice, the Bureau has only 
had to remain closed on one of its duty days since the start of the pandemic and as a result, we can say 
with a high degree of certainty that no client has suffered detriment or been adversely effected. 

Admin 
 
 

 

 
Employment Advice 
Writing this at the beginning of summer, it is cheering to think we have managed to stay open and helping 
clients throughout the past year.  
 
This has definitely been a light in the darkness for them, as we have been able to advise most of our clients 
as effectively by using the phone as we could in person.   
 
Although many employment queries turn on the question “what’s in your contract?” it is a sad reflection on 
employers that many do not provide their employees with written terms and conditions (despite the legal 
requirement to do so), and so our inability to see the paperwork tends not to affect how we can help the  
client. In the few cases where it is imperative to see contracts, correspondence or payslips, we are 
fortunate enough to have a secure method of document transmission so we can still help the client, at a 
safe distance. 
 
We are also fortunate – and another light in the darkness – that our volunteers are so able and willing.  
 
Despite considerable trepidation on their part, e.g. would they be able to remember how to advise (or even 
their own passwords), they have been up and running with all their usual skill and ability within minutes of 
getting back to work.  
 
Since employment queries have come thick and fast  (failing businesses, furlough, exploitative employers 
not least amongst the issues) this has been a very welcome discovery -  it’s as if they had never been away 
and speaking as the employment specialist I am enormously grateful for that, as well as delighted to see 
them again. 

Employment Adviser 
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Housing Advice 
The year saw the unprecedented impact of the Coronavirus pandemic on daily life.  
 
Recognising the issues arising out of the pandemic, the Government introduced new legislation and 
guidance in 2020 to help address the implications for both rented and owner-occupied property and this 
evolved as the pandemic progressed. 
 
Enforcement of lender repossession action was prevented through legislation from November in all but 
exceptional cases. As well as helping owner-occupiers having difficulties paying their mortgage, it also 
helped landlords of privately rented accommodation (and hence their tenants) where landlord income (and 
mortgage repayments) might be an issue. 
 
In the privately rented sector, as well as a suspension of ongoing possession action, the coronavirus act 
introduced extended notice periods in most cases, which varied through the year with the required notice 
being three months from March – August, then six months from September. Legislation was also 
introduced that prevented bailiff enforcement of evictions. 
 
As a result of these actions, the bureau experienced fewer housing cases than we would traditionally 
expect, although we did see an increase after the lifting of the repossession moratorium in September. 
 
Away from the pandemic, the Government have continued with their consultation on abolishing ‘no fault’ 
Section 21 notices. It appears that this would be alongside amendments to Section 8, but it is unclear how 
these changes will help improve renter’s security and opinion seems to be broadly divided, with tenant 
organisations supporting the abolition of Section 21 while landlord bodies oppose it. 

Housing 
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Maidstone Prison Advice Service 
This year has been an exceptional one for everyone with the pandemic, this has had a major impact on the 
operation of the prison project, and our ability to help our clients, both prisoners and staff employed in the 
prison. 
 
The immediate impact was the virtual closure in March 2020 of all services within the prison except for 
essential welfare and management of prisoners who were for a long time confined to their floors on the 
wings.  
 
We were unable to attend and due to lockdown restrictions, we were unable to provide any sort of service. 
 
By September 2020, we had devised and put in operation a paper based system. At last, we were able to 
help our clients most of whom are foreign nationals and English is not their first spoken or written language.  
 
This has restricted the level of advice and support for clients; however, the system is filling a gap until our 
return to face-to-face appointments – “the light at the end of the tunnel”.  
 
During 2020/21, we helped 61 prisoners with 116 activities including 99 letters to and for clients. The main 
work is trying to obtain the return of property from enforcement agencies (41 requests). 
 
Other issues included housing, debt, benefits, Tax & NI, finance, immigration, health, legal and employment 
matters.  
 
The prison authority and prisoners as well as we are very keen for our return as soon as restrictions allow. 

 
Prison Caseworkers 

 
 
Money Advice  
Who would have believed the adaptations we have made in the past year!! 
 
Working from home has become the “norm “but this has not stopped us providing our clients with the same 
comprehensive, independent, confidential advice that they have always received. 
 
We may not have been able to see people “face to face “but this has not stopped us working with our 
clients, creditors and partner organisations to find resolutions to the complex issues that we have been 
presented with. 
 
Systems have been put in place so that our clients can receive full comprehensive advice on dealing with 
their money issues by telephone, email and web chat. 
 
Some of the issues are historic but many are new issues that have arisen due to the difficult times that we 
have all had to adapt too. 
 
Clients have been helped to check their benefit entitlements, compile budgets and save money by using 
tools to check how much they can save by changing their utility suppliers. 
 
Clients have been assisted to access food banks as reduced income due to furlough has meant that many 
have been forced as first time users to access these services. 
 
Great excitement is felt with every Zoom staff meeting invitation!!! 
 
This has helped us maintain the same team spirit which we have always had in the office and the 
comradery that we still all share. 
 
It is a privilege to work with such a great team. 

Money Adviser 
 
 



 
 

 

 
Pension Wise 
Citizens Advice Maidstone is one of 38 local Citizens Advice who has been delivering the Pension Wise 
service for the last 6 years.  
 
We provide people with free, impartial guidance to help savers understand their options under the pensions 
freedoms.  
 
During 2020/21 we delivered Pension Wise appointments by telephone to people aged 50 and over with a 
defined contribution pension. 
 
Key statistics  
During 2020/21, Citizens Advice delivered 77,631 appointments across England, Wales and Northern 
Ireland. 
 
Since the service started, people have continued to value the high-quality guidance and support they 
receive.  
 
Client satisfaction scores have remained over 95% for 2020/21.  

The Pension Wise Team 

 
Bureau Projects and Supplementary Services 2020-2021 
In addition to our core generalist advice work, for which Maidstone Borough Council provides a 
contribution, we continue to deliver a number of specialist services to local residents, which are funded 
from a variety of other sources as a result of our successful bids. 
 
It is important to note that continuation funding for core services is not generally available from charitable 
funders, and without the core service it would not be possible to bid successfully for additional specialist 
work. 
 
A number of our key specialist services are outlined in more detail elsewhere in this annual report. Services 
include 
 

 The Pension Wise Service for Kent and East Sussex 

 Maidstone Prison Advice Service 

 Money Advice Service Debt Advice Project 

 Specialist Energy Advice 

 Help to Claim Universal Credit 

 Kent Best Practice Lead for Help to Claim (joint post with North and West Kent CA) 

 Support for Clients with Mental Health Problems (Live Well Kent project) 

 Specialist Support for Clients with MS, and their Families  

 South East Water Pilot Scheme for Fast-tracking Vulnerable Customers 

 Management of South East Water Vulnerable Customers Stakeholder Group 

 Management of the South East Financial Capability Forum 
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The impact of Covid has made this a challenging year for our specialist services and our clients seeking 
them but we have been able to continue to provide them all remotely, though sometimes necessarily at a 
slower pace than we would wish. 
 
We would like to thank all our funders who have continued to show understanding at a difficult time for 
everyone. We look forward this year to the end of debilitating lockdowns, a return to greater flexibility and 
new opportunities for the development and delivery of our specialist services. 

                                        Service Manager - Projects 

  

Research and Campaigns  
It has not proved possible for the team to research securely held data remotely this year. 
 
Though resulting data security issues have temporarily restricted our work, we hope these problems will be 
resolved with our return to the office as pandemic conditions ease.  
 
Despite these Covid-induced barriers, the team has taken a leading role in producing the latest Community 
Needs Analysis for the Bureau, and provided key support in producing our revised Business Plan. 
 
The team has produced evidence to local MPs as part of the Citizens Advice national campaign regarding 
debt and the extension of the £20 uplift for Universal Credit claimants. We have also provided evidence and 
support for the Kent wide campaign on blue badges.   
 
As a result of our role in providing the Best Practice Lead role for Kent in Help to Claim Universal Credit, 
(shared with North and West Kent CA) the Bureau has played a key role this year in researching and 
producing national reports for Citizens Advice on a range of important topics, including immigration barriers  
affecting Universal Credit claimants; UC claimants’ experience of advance payments during the pandemic; 
and issues affecting disabled UC claimants. 
 
We have also provided local case studies for Citizens Advice illustrating a number of issues affecting 
Universal Credit claimants.  

The Research & Campaigns Team 
 

Advice Giving 
The year 2020 – 2021 has to rate as the strangest year that most of us have experienced.  However, I’m 
pleased to say that with the exception of Tuesday 24 March, the day after the initial lockdown was 
announced, we have provided the clients of Maidstone with advice.   
 
Unfortunately, from Wednesday 25 March, the advice offered has only been via the phone on our 
Adviceline service or via email as we have been shut to personal callers throughout, which we are aware is 
not ideal for a percentage of our clients.  
 
Those of us who have offered advice via the phone have been pleased with the quality and depth of advice 
we have been able to provide and as a result, the majority of our clients have been satisfied with the 
answers.  
 
Our Chief Executive has been aware throughout that he has a duty of care to his paid staff, volunteers and 
our clients and  we were glad to welcome ten volunteers back for three months from mid-August – mid- 
November 2020, to augment the service offered.   
 
We did not see them again until the end of April 2021, however the paid staff rose to the challenge of 
providing the advice needed during the periods we had to ask the volunteers to stand down.   
 
It is still undecided how our service will look in the future when the “new normal” settles down, but rest 
assured we will do our best to offer light in the dark to our clients who need assistance in resolving their 
problems.    

Advice Manager 

Training 

What a year! No one could have foreseen a worldwide pandemic that hit us all this year which had different 
impacts on many people around the world. 
 



 
 
This had an effect on our training, which sadly had to stop as I was moved into different resources to 
ensure the residents of Maidstone were still able to access the service at an ever-changing time, which was 
probably more significant to them at this time. 
 
Many were new clients who had never accessed the service previously so hopefully they now know how 
invaluable a service we all provide from all our volunteers to paid staff. 
 
We have all learnt new ways of working and continuous learning due to this pandemic working from home 
and dealing with technology, furlough schemes and maximising incomes are just a few things that come to 
mind. 
 
It has also made us look at different ways to engage with people and this may be a new way of working and 
evolving for our volunteers in the future. However, face to face will always have its place in our service. 
 
Our trainees have stayed engaged with us during these tough times by attending virtual meetings etc which 
shows their commitment to our service and I would like to offer my thanks to them all. 
 
They always say there is light at the end of the tunnel and as I remain an optimist, I really do hope that we 
find a way we can learn to live with this new “normal” and have a better year. 

Training Officer 
 

Volunteering  
It is interesting to reflect on the differences between pre- and post-pandemic advising. No Face-to-Face, of 
course, simply AdviceLine (and emails). There were two tranches of advisor availability. August to 
November 2020. Then April to now 2021. The first tranche was rather busy. The second notably quiet. Until 
July – despite Wimbledon and Soccer. 
 
First to notice – how safe management had made the office environment. I have never washed my hands 
so often. Nor the equipment. The car park is so empty. Parking a doddle. The atmosphere in the building is 
so much more relaxed. Being quiet there is much more time to chat between advising/write-ups. It is neither 
rushed, noisy nor pressurised. 
 
All to the benefit of the clients. Much easier to focus on their issues and discuss with readily available 
Supervisors and Specialists. 
 
So many clients provide warm thanks for the advice and information discussed. It is clear that many of 
them simply want to be pointed to available information to read in their own time. 
 
Returning to advise for the first tranche was a daunting prospect. How much would be forgotten? Would the 
dam burst with an overload of client calls? Not at all. AdviceLine and Tasks are excellent processes to 
increase experience over a range of topics.  
 
Topics were chronologically typified by the progress of the pandemic’s effects. Initially many Consumer 
issues (cancelled holidays), then Employer issues (compulsory masks and furlough), followed by 
Relationships (separations due to isolations?) before Benefits issues finally began to arise.  
 
I now await the deluge of Debt, Evictions and Homelessness that will follow in the wake of Mr Covid. 
 

Volunteer 

 
MaidstoneAs a volunteer, Coronavirus hit on March 17th 2020, as my advice session started at  Town Hall. 

 
The session was ended prematurely and I was not invited back to give advice until August 18th 2020.  
 
There were regular updates from the CEO and consultation on my views on returning when the time was 
right.  
 
So, on August 18th I did return to Bower Terrace to give phone advice only and was presented with my 
own personal headset.  
 
 



 
 
It was strange to work basically in isolation and with so few people present in such a large building. There 
was a high regard for safety measures and the environment did feel really safe. 
 
It was possible to give effective advice and obtain the support I needed via telephone. Sadly, it wasn’t to 
last and after November 10th 2020, I was in enforced absence again.  
 
My next return was on May 27th 2021 for telephone advice with my trusted personal headset again and the 
same limited numbers in the building. And so it continues for now.  
 
In normal times giving advice is a collaborative affair with frequent face to face consultations with 
specialists and other volunteer advisors, as well as face to face interviews with clients. 
 
This model could not work over the last year but I have been very happy to be able to contribute via 
telephone advice sessions with the associated support. I miss the social interaction with my colleagues 
most of all and look forward to its return. 

Volunteer 

 
I have been volunteering at Maidstone for some years. As a retired librarian I have always enjoyed 
researching information, and being able to help our clients is very worthwhile. 
 
There has always been a need to keep up to date both with changing information sources, and our own 
procedures, whether it be moving from Petra to Casebook, working at the Town Hall, or getting used to 
advising by telephone from the public website.  
 
The last year though has certainly been the most challenging of all. After the first lockdown I was delighted 
to return last summer. I was quite nervous at first and it felt very much like the first day back at school! Not 
only did I have to remember all the passwords, protocols etc from before, but I also had to learn the new 
ways of working in the office in a Covid-safe way 
 
 As someone who lives on their own, it was difficult at first to be working with other people again. And of 
course I had to get up to date with the many implications of Covid for our clients, and learn a whole new 
language such as ‘furlough’. Gradually I got back into the swing of things, helped tremendously by the 
support of Sally and Tania. 
 
Then in Autumn came the second lockdown, which I found hard to cope with on my own at home with very 
limited social contact. It was very welcome to be able to return to the Bureau at the end of April this year 
and return to some degree of normality, and I look forward to being able to meet with clients face to face 
again before too long. 
 
I enjoy the work, and find it very rewarding to be able to help people deal with their issues. Every client, and 
every issue they present, is different in some way. 
 
I would like to add a personal thank you to all the Bureau staff who provide their expertise and support to us 
volunteers with unfailing patience and good humour. 

   Volunteer  
 

 
Welfare Benefits Advice  
The past year has presented the Bureau and the Welfare Benefits department in particular, with 
unprecedented challenges and demands. We have had to adapt to a whole new way of working at the 
same time as dealing with a new set of circumstances and a host of totally new and untried regulations. 
  
Complex new rules resulting from the decision to leave the EU have affected the status of many existing 
benefit claimants, while the Covid pandemic has impacted the lives of people who have never before had 
any contact with the benefits system. 
  
Many of these new rules and regulations, such as those relating to furlough payments etc., have been 
brought in at short notice and without being adequately communicated to the public at large, who have 
therefore applied to the Bureau for help and advice. 
 
 



 
 
Because we have often had to operate without volunteers, it has fallen to specialist advisers to deal directly 
with a large proportion of enquiries. Without face-to-face interviews we have necessarily had to deal with all 
enquiries by phone, and although this has sometimes led to difficulties, such as with the production of 
documents, or obtaining authority from the client to act on their behalf, this has for the most part worked 
extremely well, thanks in no small part to the efforts and ingenuity of the Bureau Admin Department. 
 
The standard of advice given has therefore remained extremely high, and will no doubt continue to do so 
whatever new challenges the coming year may bring. 

Welfare Benefits Adviser 

 

 
 

Chief Executive’s Report 
The situation we found ourselves in at Citizens Advice Maidstone following the Prime Minister’s 
announcement in March 2020 imploring each of us to stay at home, protect our NHS and save lives as the 
Coronavirus pandemic spread around the world was in many ways similar to most, in that we suffered a 
seismic shift to our very existence, resulting in new methods of living and working having to be developed 
and implemented at short notice.  
 
The scenario was changing on an almost daily basis and this presented us with a number of challenges as 
we sought to transfer the majority of our services to a digital format in order to enable those of our paid staff 
who could, to work from home. 
 
However, thanks to their willingness to embrace new ways of working, in a relatively short period of time, 
we have been able to get 95% of our paid staff working remotely and it is my firm belief that our clients 
have in no way suffered as a result. Indeed, it is a source of great personal pride that in the days and 
weeks of uncertainty and confusion following that initial announcement, Citizens Advice Maidstone has only 
been unable to offer its services to the public on one of its duty days. 
 
I would also like to take this opportunity to pay tribute to the patience and understanding of our volunteers, 
most of whom have been unable to attend the Bureau for the best part of a year and it has not been 
possible to for them to advise remotely but never-the-less they have stuck with us, attended the regular  
virtual update meetings that have taken place and are keen to get back to what they do best - helping those 
less fortunate than themselves.   
 
As has always been the case, without their ongoing dedication to the cause, very little of what we do would 
be possible. 
 
My thanks also go to the members of our Trustee Board who, like all of us, have had their own issues and 
concerns to deal with during the pandemic but despite this, have continued to provide both myself and the 
Bureau with unfailing help and support throughout this challenging time. 
 
On a personal note, I would like to thank Rob Bird, who will be stepping down in September after 6 years 
as Chair of our Trustee Board.  The guidance and leadership that Rob has given to the Bureau during his 
tenure and to me since I have been Chief Executive, has been invaluable and I sincerely hope that he will 
continue to be involved with our organisation in some capacity for many years to come. 
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I owe a similar debt of gratitude to my predecessor, Bonny Malhotra who, despite retiring as CEO in 2019 
for a well-earned rest after 21 years at the helm, has continued to allow the Bureau to benefit from his 
wisdom and experience by agreeing to join us as a Trustee. 
 
The pandemic has been a pivotal moment in human history, offering us an unparalleled opportunity to 
consider our future as well as examine our past and whilst we remain a source of strength and support to 
all who seek our assistance – a light in the dark, in order to achieve this it has been necessary for us to 
adapt and in some cases invent new ways of working, often under extremely challenging circumstances 
and with a very short lead time. 
 
In all such situations, we have endeavoured to retain the most effective elements of our previous methods 
of service delivery and marry them with a number of unique amendments and innovations - the best of the 
old, with the best of the new.  
 
Doing so has enabled us to develop an approach that allows us to maintain levels of best practice, whilst at 
the same time providing the flexibility to adapt as and when necessary. None of which would have been 
possible without the patience and understanding of a dedicated and supportive team of volunteers, paid 
staff and trustees and I would again like to thank them all for their hard work and commitment.  
 
They have helped to make what has at times been a very challenging job, much easier. 
 
My thanks also go to Maidstone Borough Council for its long standing support, without which it would be 
very difficult if not impossible for us to deliver any kind of core service and to all the many friends of the 
Bureau including all those mentioned elsewhere in this document, who continue to place their trust in us.  
 
Last but by no means least, a thank you goes to National Citizens Advice for their ongoing assistance and 
backing.  

 
Paul Hardy, Chief Executive 
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The Citizens Advice Service provides free, independent, confidential and impartial 

advice to everyone on their rights and responsibilities.  It values diversity, promotes 

equality and challenges discrimination. 

The Service aims: 

 to provide the advice people need for the problems they face 

 to improve the policies and practices that affect people’s lives 

GENERALIST ADVICE  

Benefits    Consumer    Debt    Education    Employment 
Finance    Health    Housing    Immigration    Legal 

Relationships    Tax    Travel    Utilities 
 

SPECIALIST ADVICE  

Debt    Housing    Employment    Welfare Benefits 
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