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Chair’s introduction
Welcome to our 2021 - 2022 Annual Review.  I don’t want to beat about the bush.
This year Britain is facing its biggest cost-of-living crisis in decades. As the largest
provider of free advice in England and Wales, Citizens Advice is  helping more people
with crisis support, energy problems and not having enough money to  make ends
meet than ever before.

Despite government support, everything is pointing towards an incredibly
challenging time  for people over the next year. Government needs to offer more
help to those on the sharp end of the crisis now and consider additional support for

energy bills from April 2023,  particularly for those not on means-tested benefits.

Those are the headlines for life in 2022 and our plea is to Government to offer more help  and
assurance for everyone affected. Resilience is low and this comes after two years of  Covid misery
for many. Our service is more needed than ever. At the frontline, our experience is stark. Here’s
what we’ve seen:

This year, nationally and locally, we’ve seen more people who couldn’t afford to top up their
prepayment energy meter than the whole of the previous five years combined. And more people
are facing or experiencing homelessness this year than at the same time in any of the previous
three years. More of our debt clients are now in a negative budget where expenditure on essentials
exceeds income than ever before.

As well as long-standing vulnerable groups, such as disabled people, slipping further into crisis, lots
of new people are seeking our help who haven’t needed us in the past. These include people on
higher incomes and those in stable employment. Nationally we’ve surveyed mortgage holders and
found that a quarter wouldn’t be able to handle a £100 increase in their bill without going into a
negative budget.

This time last year energy bills were capped at just under £1,300, compared to the £3,000
households will be facing from April. We’re concerned about how those on lower incomes but aren’t
on benefits will manage.

There are two people every minute who ask Citizens Advice for a referral to a food bank. But locally
we’ve found the capacity of food banks to meet demand is shrinking, and it isn’t always possible to
make referrals for those who need their help.

We are worried that Government help will be swallowed up by rising costs. All the recent support in
the Autumn fiscal statement is welcome, particularly uprating benefits in line with inflation, the
continuation of the Energy Price Guarantee and targeted cost of living payments. But this support
will be swallowed by rising costs. And the consequence will be a financial cliff edge for many in our
community come April 23, many will be behind on bills and worse.

I must also mention the impact on staff and volunteers from doing their very best but knowing it
won’t always be enough to stave off crisis. I am full of appreciation and admiration but understand
their own trauma and need for support. Thank you to all.

Actions you can take: Many people want to help. Here are some ways you can get involved by
donating or sharing information on support.

● Brighton and Hove has a cost of living help fund that enables us to give out grants that can
make a massive difference.  Please donate here and give what you can afford

● Look at our cost of living data dashboard to find information about the issues we’re helping
people with across England and Wales

● Share our advice with your friends and neighbours on the support available

Fran Harrison
Trustee, Chair
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About Us
Citizens Advice Brighton & Hove is an independent charity that provides free, confidential and
impartial advice. Our goal is to help people find a way forward, whatever their issue.

We have an office in Hove Town hall where we share a space with Money Advice Plus and Wave
Community bank, providing an advice hub for the city. We also work across the city in outreach
locations such as the Macmillan Horizon Centre and Brighton and Hove Job Centres.

Our Aims:
We have twin aims, with equal importance to the charity:

● To provide the advice people need for the problems they face - this means helping
people understand their rights and responsibilities so that they can make informed choices

● To improve the policies and practices that affect people’s lives - this means we listen to
our client’s problems and provide evidence to policy makers on the impact of legislation on
real people’s lives.

Our Principles:
Citizens Advice provides free, independent, confidential, and impartial advice to everyone in the city
on their rights and responsibilities. It values diversity, promotes equality, and challenges
discrimination.

Our impact:
● We helped over 5594 people with 16,652 different issues (6% increase from last year)
● For every £1 invested in our services, we financially benefit clients by £10
● Our advice led to client gains of over £2.9 million
● We received 9,563 (or 61%) contacts via telephone
● We received 4871 (or 31%) contacts via web chat and online

Our partnership work:
Citizens Advice Brighton & Hove works in partnership with other voluntary sector organisations to
lead the delivery of the Advice Matters and Moneyworks services. During the pandemic the
partnership shifted delivery to accommodate remote working, direct food provision and delivered
advice, and financial support services to 7300 residents including fuel poverty vouchers and help
via our public health funded Warmth for Wellbeing project.
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CEO Report

My first full year as CEO of Brighton and Hove Citizens Advice has been a busy and
rewarding experience, and one that has left me in awe of our incredible advice staff
and volunteers and the team of managers who support them. The cost of living crisis
came hot on the heels of the pandemic, leaving no real recovery time for our
advisers who were already exhausted from the challenges of the pandemic. Despite
this the teams have dedicated themselves to helping as many people find a way
forward as possible. We have addressed the new and emerging issues of 2021/22 in
the following ways:

More generalist advice capacity: We have worked hard to increase the number of volunteer
advisers available to answer the increased number of general advice enquiries we are receiving. We
have recruited 4 new cohorts of amazing volunteers who have been expertly trained by our
Training Supervisor and Advice Session Supervisors to deliver high quality and accurate advice in an
ever changing environment. We have also expanded the ways that people can access us as we
added face to face appointments to our phone and online enquiries and opened up our client
facing reception area. This has enabled those who find it hard to access us by phone or on the
internet to access advice in person at this troubling time.

More specialist advice capacity: We responded directly to key issues emerging from the cost of
living crisis by expanding our energy advice offer on 21/22.  Our energy advisers ensure that people
know how to save and preserve energy, how to maximise their income to cover bills and also gain
access to energy grants to support paying bills where needed. We have found that issues rarely
stand alone, and the complexity of people's situations often requires a number of specialist
interventions including support from our dedicated debt teams and referrals to agencies who can
provide help with food vouchers, food bank referrals and other cost of living support across the
city. We have also further extended our specialist services in 22/23 including support for EUSS
clients applying for leave to remain, support for digitally excluded clients and embedding advice in
food banks across the city.

In addition to the above we have teamed up with Brighton and Hove council and the local Food
Partnership to set up a Just Giving fund aimed at redistributing energy grants from those who feel
able to donate to those who find themselves in need. The campaign has not only raised around
£50K in funding, it has also raised awareness of individuals' circumstances, influenced local policy
and has shown the kindness of people across the city to their fellow citizens. You can read more
about this later in the report.

Raising awareness and influencing decision makers: 2021 saw the first version of our report on
the post-pandemic impact on poverty and financial inclusion in Brighton and Hove. This has been
updated for 2022 and can be found on our website. The key mission here was to use the stories we
hear day to day to illustrate how these two crises, back to back, were affecting residents of the city.
The report has been distributed, presented to, and read by a wide number of decision makers, MPs
and VCSE organisations across the city and its influence can be seen in policy decisions taken, and
the work being carried out currently in 2022.

The cost of living crisis continues to also affect our own staff and volunteers and we are determined
that their wellbeing remains a key factor in the financial and business development planning for
22/23. I want to thank all staff, volunteers and trustees who dedicate themselves to providing
advice to individuals across the city, and to raising awareness of the local need. Your knowledge,
your willingness to learn, your time and commitments is why we can be here for people when they
need us the most.

Jo-Anne Carden
CEO
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Our Team
Thank you to our amazing team of staff and volunteers who are the heart of the organisation

Trustees
Chair Frances Harrison
Vice Chair Karen Johnston
Treasurer Richard Priestman
Trustee Nigel Meager
Trustee George Longfoot
Trustee Mark Green
Trustee Mark Clark

Leadership Team

CEO Jo Carden
Operations Manager Alex Brining
Partnerships Manager Emma Daniel
Projects Manager Rich Jones
Advice Session & Sue Phipps, Glynis Boucher
Training supervisors Juliet Ruff & Oriole Mullen

Staff Team: As well as our fantastic managers and supervisors We have an amazing team of
13 paid staff who work hard to offer support to our clients across our projects.  They are trained
to offer high quality advice across our services to help our clients find a way forward.  We value
our staff and want to make sure that Citizens Advice Brighton and Hove is an inclusive place to
work.

91% of our staff feel their views are listened to and valued

96% of our staff would recommend CABH as a place to work or volunteer

Volunteers: Volunteers provide a hugely significant contribution to Citizens Advice Brighton &
Hove’s operations, and the current model of delivery would  not be possible without this
contribution.

Much of our advice is provided by 40 plus volunteers, who are trained and supported to deliver
different levels of advice by a team of paid Supervisors to ensure the highest levels of professional
standards are met.

Our 5 Research and Campaigns Volunteers are essential to our work in influencing local policy,
raising awareness and amplifying our clients voice

Our volunteers kindly donated to us 13,000 hours last year
Which is a saving of £150,000 per year

We are hugely grateful to our amazing team of
volunteers and are committed  to their
support, training and development.  We aim
to create routes to employment for those who
wish to move in that direction with new
pathways through the adviser training levels.
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Our core Advice Services
Our general help unit is at the core of our advice offer. Anyone in Brighton & Hove can get
information and advice on a range of subjects including housing, problems at work, relationship
breakdown and money worries. Our general help service is run by a team trained volunteers who
are supported by an experienced supervisor.

During 2021 - 22 we gave advice to:
5,600 clients
on over 15,800 issues
The financial gain to the client was £2.3 million

Top issues across all advice services

Benefits and tax credits Housing
3706 2061

Universal Credit Employment
3263 1033

Debt Relationships &
2902 family 755

The value of advice1

Value to the people we help - £2.5 million: We give different levels of help depending on need.
We advise around 5600 people a year and our advice helps individual clients to achieve financial
outcomes like getting backdated benefits, writing off debts and refunds for consumer issues.

Value to the public purse - £14 million: Our work also creates savings for the public purse as
people remain in work and their homes, meaning public money can be spent where it is most
needed.  Our calculation of public value includes the value of a volunteer run service

Economic and social value - £10 million: There are also wider economic and social benefits to our
work.  Finding a way forward with issues can help improve people's physical health, mental health,
and wellbeing

1 These figures are collated by the national Citizens Advice Impact Team. The Impact Team lead work to understand and measure the
impact of Citizens Advice’s work by collecting feedback from more than 70,000 clients each year.
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Our work in the health sector
Our skilled advisers work within the Macmillan Horizon Centre and The Sussex Trauma Unit to
support people experiencing such a sudden change in their circumstances.

Our paid specialist advisers provide on-going advice to patients, their families, and carers to help
ensure a better quality of life. We work alongside clinical professionals to ensure a holistic
wrap-around service for clients supporting people with serious illnesses to claim welfare benefits
and sort out related issues to do with money and housing. The advice also covers any other
practical issues that clients are concerned about, such as:

● advice on credit and utility debt
● negotiation with creditors for reduced repayments
● applying for charity grants
● support and advocacy around housing, employment and health issues

Most clients have multiple ongoing issues and are supported until these are resolved.

We have found that embedding advice alongside treatment and other forms of support is an
invaluable aid to recovery and believe in the value of embedding services at the key point of need.
We are keen to welcome new health partnerships to enable clients to benefit from this service at
the time they need them most.

Please contact us to hear more if you feel our work could help your patients
The Sussex Trauma Unit: The Sussex Trauma Unit is a regional centre for patients that have
experienced sudden trauma – which can range from car and household accidents to serious
assaults.

Macmillan Horizon Centre: The Macmillan Horizon Centre offers a range of support for local
people and their families as they face cancer, including specialist information, complementary
therapies and physical activity services, practical support and workshops and a cafe and a space for
self help and support groups

Since launching, the Major Trauma Project has supported over 320 people to access
the help they need to be successfully discharged from hospital and during 21/22
delivered £300K in financial gains.  Our Macmillan team have supported over 500
people this year and delivered financial gains of over £900K for cancer patients and
their families.

Stan’s Story
Stan was self-employed for many years before an accident
badly injured his spine. With no access to sick pay, he was relying on his
partner’s income, and too distracted by his financial worries to focus on his
rehabilitation.

His partner was interested in reducing her hours to provide care for Stan but couldn’t afford this,
and the couple had no experience of the benefit system. Our MTSP adviser was able to provide
bedside advice on the hospital ward, supporting the client to make a backdated claim for ns-ESA,
submit applications for PIP and a blue badge, and advised his partner on requesting a flexible
working arrangement and access to carers allowance.

As a result, the couple are £16,300 better off a year, and Stan can focus on his recovery, while
receiving the support he needs from his  partner.
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Our Money Advice Service
Our Money Advice Service Debt Advice Project provides help to clients who have financial problems.
Many of our clients are vulnerable and need face to face advice rather than a helpline. For example,
clients who are hearing impaired, those that require an interpreter or people with a mental health
condition.

We support clients to reduce payments on credit cards so that they can afford priority debts such
as rent arrears and avoid being evicted from their home. We also check entitlement to benefits and
find other ways to increase income so that clients can pay for their household essentials.

The service can also provide advice and representation with:

● making a fresh start by clearing debts through bankruptcy and Debt Relief Orders
● challenging liability for debts that the client does not have to pay
● defending money claims against the client and helping to complete court forms
● problems with bailiffs and other enforcement methods such as deduction from earnings

Spotlight on our Research and Campaigns work

Working to improve the policies and practices that impact people's lives
In 2021-22 we campaigned on:
Post Pandemic Needs Assessment for Brighton and Hove for advice and financial inclusion was
updated for 2022 and was used as a basis for citywide decision making in the VCS and public sector.
Keeping the Universal Credit lifeline: We campaigned to reinstate the £20 uplift in Universal
Credit and for benefits to be uplifted in line with inflation.
Winter Help Communications: Promoting  central list of support in the city focused on food and
fuel poverty and general information around safety and wellbeing during the cost of living crisis
Scams Awareness Week, distributing hundreds of leaflets and posters through local networks
including via Fareshare and food banks.
Raising awareness of city need with councillors and MPs: Regular ward data was sent to
councillors to help raise awareness of local need at ward level to support local decision making
You can find more information about our current and past campaigns, and learn how to get
involved on our website
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Our Universal Credit Support Service
In 2021-22 Citizens Advice Brighton and Hove continued their successful project delivering an
outreach service at the Job Centres in Edward Street Brighton and Boundary Road Hove. Our
workers offered digital and budgeting support to 505 people who were claiming Universal Credit for
the first time with 2,369 issues such as:

● Understanding entitlement and exploring any alternative options
● Completing the online application
● Requesting advance payments while a claim is processed
● Resolving any issues with incorrect payments
● Identifying needs not covered by Universal Credit and signposting as needed

With Universal Credit claims reaching record numbers during the pandemic we increased the
amount of people we were able to support over webchat, helping digitally skilled people who may
have never claimed benefits before.

During 2021/22 the benefits support we gave clients to apply for new benefits and challenge
incorrect payments against unjust decisions often leads to financial gains of £690,741 following our
intervention.

We are sad to note that the Universal Credit Support service will be moving to a national phone line
service for 2022/23 which will mean the loss to the city of face to face appointments. We, along with
national Citizens Advice, will continue to highlight the need for the reinstatement of face to face
services for those who are unable to access us through phone or other digital means.

Spotlight on our growing energy service
During 2021 we expanded our energy advice service in response to the cost of living crisis and
uncertainty in the energy markets. After seeing a 46% increase on the previous year in people
contacting us regarding energy debt or related issues we knew we needed to focus on these issues
and work to advise those in need, as well as distribute grants and vouchers to help pay bills.

Our energy advisers work with people in two ways. By offering 1:1 tailored energy advice to those
who are in fuel poverty, or are in a fuel poverty risk group. Advice is offered on areas such as
understanding tariffs and bills including switching options, energy efficiency measures, support
with complaints and access to financial support to pay off arrears. Advisers also deliver workshops
and advice sessions to community groups and by holding stalls at community events. During
2021/22 we helped over 220 people understand their energy needs better through our workshops
and talks

We also provided holistic energy, debt and benefits advice to people, helping them to clear their
debts and maximise their income. We distributed over £70,000  in energy grants and vouchers. We
aim to expand this scheme in 2022, offering a single point of contact for fuel advice across the city
and increasing our information around staying warm and being safe - some of this information is
already available on our website in narrative and in easy read format
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Our Partnership Work
Moneyworks
Citizens Advice Brighton & Hove coordinates the city’s Moneyworks Partnership, funded by Brighton
& Hove City Council, helping people access financial support and education with a wide range of
partners.

In 2021-22 we worked with Money Advice Plus, Brighton Housing Trust, St Luke’s Advice Service,
and Possability People, to deliver advice and casework whilst community education and support
projects in Tarner, Whitehawk and Hangleton and Knoll gave one to one support, access to IT skills
and financial inclusion help and food parcels. We also worked with Brighton & Hove Energy Services
Cooperative and Money Advice Plus to reach people in the city who are most vulnerable to fuel
poverty funded by the council’s Public Health team including:

Money advice - one to one in-depth advice and casework on debt and benefits 
Home energy advice - advice on switching, bills, tariffs, and small energy saving measures
Small hardship grants - to support clients in keeping warm at home

Moneyworks has worked with 1654 clients during the year:
● £757,846 in direct welfare benefit gains for clients
● £42,000 distributed in fuel payment grants
● £6,317.50 value of volunteer hours at BH Living wage

Advice Matters:
This project coordinates all formal advice provision funded by the council and levers in funding
from trusts and donations to deliver even more advice in the city.

Citizens Advice deliver triage, information and advice, and Money Advice Plus, St Luke’s Advice
Service, BHT Sussex Advice (Immigration Law) and YMCA YAC (youth advice centre)  provide advice
and casework across the city.  The coordination and mutual support makes the most of the
resources available to us.

Advice Matters has worked with 5287 clients during the year:
● £2,231,863 in direct welfare benefit gains for clients
● £741,828 additional direct funding levered in for the service
● £103,500 value of volunteer hours at BH living wage

Gina’s story
Gina lives in private rented accommodation with her 9 year old daughter. She is
disabled and receives benefits to help with the additional costs of disability. She has no
fridge, her oven is broken, and she told us her washing machine was on its last legs.
Her daughter’s bed recently broke so Gina and her daughter have had to sleep in the
same bed.

Gina uses a prepayment meter for her energy. When she called our general helpline, she had £5
remaining. We referred Gina to our energy works scheme who were able to help her with a grant.
We advised Gina on options for claiming essential items for her home such as the council's Local
Discretionary Social Fund
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Addressing the cost of living crisis
The increasing cost of living is hurting here in Brighton & Hove. Food and
energy bills are going up but household incomes aren't. People are
experiencing greater hardship, especially the most vulnerable in our
community.

Households most likely to be in poverty include those where someone in
the home has a disability and they have to keep utilities on not just for
warmth and cooking but for health equipment such as hoists, nebulisers and fridges for
medication. The most serious cost of living pressure in terms of the rate of price increase is the cost
of utilities at a 54% increase this April and a further 20% to come in October.

For a long time, we have warned that some  people  have to choose between heating or eating. We
are now in the serious situation where people can't afford to do either as household incomes do
not meet living costs. This is why we have set up an appeal to ensure that people in the city can be
warm and fed.

How the scheme works
Brighton & Hove Citizens Advice and Brighton & Hove Food Partnership (and city emergency food
providers)  have teamed up and, with support from Brighton & Hove City Council have launched the

Brighton Hove Cost of Living Crisis Fund.
Initially the donations will be split with 60% going to provide help with fuel poverty and 40% going
to pay for emergency food. The partners (Citizens Advice and the Food Partnership) will keep this
under review and post updates if we direct more funding towards one type of crisis help because of
need.

The fund will pay for prepayment vouchers for utilities or payments into utility accounts, and it will
pay for food parcels or food vouchers. It will also be used to purchase equipment that helps with
food and fuel poverty such as slow cookers, microwaves or electric blankets.

Particia’s story
Patricia  lives alone in a two-bed council property; she contacted Citizens Advice
because she was struggling with her bills. Patricia’s benefit payments have recently
been switched to Universal Credit, which she now receives every four weeks. She
says that this has made it harder for her to keep up with her bills.

Patricia is struggling with affording food. Patricia has been looking for cheap food in supermarkets,
leading to her eating lower quality food, which has impacted her health and left her feeling weak
sometimes. It has been a stressful situation for her.

Patricia is currently in credit with her water and electricity company but worries that bills will
continue to go up, and she will become unable to afford them. She has rearranged her direct debits
with her bank to make it easier for her to meet her payments. She has also been keeping her lights
off and lighting her home with battery-powered lights from the pound shop to save on electricity, as
well as quitting smoking. Her biggest financial worry going forward is that the price of bills and the
cost of food will continue to go up.

Patricia told us: ‘i’m struggling with bills, I feel weak sometimes, It’s really hard’

Thanks to the help of supporters we can help more people like Patricia

10

https://www.cabrightonhove.org/
https://bhfood.org.uk/


Our feedback

82% of our clients said that they would recommend or service to others

79% of our clients said that we helped then find a way forwards
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Thank you to our generous supporters
Citizens Advice is able to provide services to the community thanks to the time and commitment of our
volunteers and the generosity of our funders.

We are very grateful for your continued support. If you would like to get more involved you can support
your local Citizens Advice in a number of ways:

Volunteering
If you’d like to learn more about our volunteering opportunities you can see them online at:
www.cabrightonhove.org/volunteer/

Get involved online
You can also support us online and hear about new opportunities through facebook and twitter:

Search Facebook for:
Citizens Advice Brighton and Hove @BrightonHoveCA

Donate
You also make one-off or regular donations by direct debit through our website
https://www.cabrightonhove.org/support-us/

Contact our CEO at Citizens Advice Brighton and Hove for more information or to discuss
new ways of working together: joanne.carden@cabrightonhove.org

However you choose to support us, you’ll be making a difference to
thousands of people in the city every year!

Citizens Advice Brighton & Hove is a local charity and company limited by guarantee.
Charity registration number: 1094620. Company number: 3794933

Authorised and regulated by the Financial Conduct Authority FRN: 617523.
Registered office: Tisbury Road Offices, Hove Town Hall, Tisbury Road, Hove, East Sussex, BN3 3BQ
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GET FREE,
CONFIDENTIAL AND
IMPARTIAL ADVICE
Call Citizens Advice Brighton and Hove on

08082 78 78 15
Our freephone advice line is open

Monday 9.30 - 12.30,  1.30 - 3.30
Tuesday       9.30 - 12.30,             5.00 - 7.30
Wednesday 9.30 - 6pm

    Thursday     9.30 - 12.30, 1.30 - 3.30
Friday 9.30 - 12.30, 1.30 - 3.30

You can visit us at our drop-in on: Thursday
and Friday mornings between 9.30am - 12.30

Or make an online enquiry through our
local website:

www.cabrightonhove.org
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