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Introduction and Chair’s Report
Welcome to Cheetham Hill Advice
Centre’s annual report for 2020-2021
The last twelve months have been a year like no
other. The year started the day after we began
delivering our service remotely. Through the last
year CHAC has responded to all the changes
arising from the pandemic, the lockdown and
the impact on the financial resilience of our
community. We used the first two months
of the pandemic setting up our systems and
making welfare calls to the residents we knew
were likely to be significantly impacted due
to their personal and family circumstances.

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

2

A huge thank you

Key achievements
At Cheetham Hill Advice Centre we are pleased
to have made it through the year. We delivered
our service throughout without even one day of
delivery missed. The staff team worked together
finding ways to work that are accessible to
clients. CHAC looked to the expertise within our
communities for guidance on how to redesign
our access. Our community told us that they often
don’t have email or scanners but that they feel
confident with WhatsApp and taking photos of
documents. A great success was in using contact
and access methods that the community already
had rather than designing our own systems
and expecting our community to use these.
We are grateful for the patience of our clients
who helped us work through initial teething
troubles and who have gone on to further
develop their IT knowledge as a consequence.
We were fortunate enough to successfully
fundraise just under £100,000 for service delivery
in North Manchester. We worked directly in
partnership with Abraham Moss Warriors,
Communities for All, Hopewell, the New
Testament Church of God, Saheli, Wai Yin, Trinity
and 4CT. This partnership meant that we could
work together to boost the capacity and reach
of all of our services across North Manchester.
The programme that was delivered included a
large range of activities that reached an incredibly
diverse range of residents. All work was delivered
in a Covid safe way that was also properly
resourced and informed by the lived experience
of members of our community.

I would like to thank CHAC’s staff team for all
of their work over the last year. The team have
shown great resilience, ingenuity and leadership. I
am grateful to every member of the CHAC team –
the advisors who designed the systems for remote
working, the staff who helped out colleagues
who were less confident with technology, the
advisors who brought their multi-lingual skills to
the team and rearranged their work so that we
could provide our service in ten languages and
the members of the team who set up remote
financial and administration processes. Every
member of staff allowed CHAC to encroach into
their homes to enable the service to continue.
This was a huge ask and I am grateful for all
the adaptations everyone made. I would also
like to thank my fellow Board members. The
Board allowed resources to be allocated flexibly
for maximum impact, ensured staff were kept
safe and ensured that everyone knew that
their efforts were valued and appreciated.
We would like to pass on our sincere thanks
to our main grant funders the National
Lottery Community Fund, The Henry Smith
Charity and Manchester City Council’s Our
Manchester VCE Fund. We have appreciated
all the support and flexibility you gave us over
the last twelve months. We feel that the year
covered by this report has led to some of the

more collaborative and impactful periods
of true partnership between funders and
charities. This came at such a critical time and
this is something we will always appreciate.
During 2020-21 we continued to work in
Partnership with Citizens Advice Manchester
and Shelter to deliver the citywide advice
service. The contract provides the charity
with stability and also means that the three
partners are able to work together to bring
each of our qualities and expertise to work
for the benefit of the people in Manchester.
We felt the benefit of these connections and
expertise in the last year more than ever.

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

Ethnic origin (%)

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

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

£1.2 million in additional income
Key statistics
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Who we helped
I don’t understand how benefits work. The
CHAC advisor explained things to me on the
phone and did applications for me on the
internet. She made the service work even
though there is the pandemic. It’s been very
good that I haven’t needed to leave the
house as that is safer for me.
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CHAC has always helped residents who have less stability and fewer resources than others.
Many of these people came to us for help in the last year. This included people working in the
gig economy, people on zero hour contracts and those in work that requires close contact with
the public. This includes many jobs severely impacted by lockdown and Covid infections such as
taxi drivers, care workers, restaurant work, deliveries and warehouse work, meat processing and
retail. Many of the people who came to us had no guaranteed work and no access to sick pay.
In the last year CHAC also saw a new cohort of people. These are people from our community
who are not familiar with the benefits system and have never needed to come to us for help before.
Many people found the system confusing and disorientating and appreciated the extra time we
were able to take to explain their entitlement and show them how to keep official agencies
updated with essential information.
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Advice Issues
Welfare benefits

Immigration

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

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

Many people needed to claim Universal Credit
for the first time. 17% of all welfare benefit
cases were helping people with Universal
Credit, this included making new applications,
ensuring people could navigate the systems
and dealing with issues arising from claims.
Throughout the year we have helped our
clients claim £1.2 million in additional and
new benefit claims. This money enabled
people to buy food, pay for increased utility
costs caused by remote schooling and to
keep any debt to an affordable level.

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

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

Self-employed
Furlough Internet
Redundancy Isolation

Utilities Wages
Sick pay Shielding

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

Lockdown
Deliveries

The advisor has looked at my financial affairs, on my behalf and with my permission. She
has accessed benefits for us and talked to utilities suppliers and my employer. She has applied for
funding to replace our fridge and oven which have broken and given us a tablet for our children to
help with their school work. I like to think of myself as a capable person but I couldn’t have done that
at the moment. My stress has really reduced due to the caring, professional support they have given.
And my confidence in coping in the future has increased.
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Changes and Adaptations
The last twelve months have been a year of
innovation, adaptation and co-design. The
year started with the UK under lockdown
restrictions and with the service needing to
be provided remotely. The staff team at CHAC
designed a rota and the systems needed
to keep the service open and essential
help available to those who needed it.
The biggest problem that CHAC faced was
how to ensure the service was accessible to
the residents who needed help at this critical
time. CHAC’s biggest challenge was how
to provide a service to residents who have
English as an additional language, who often
have no computer, no telephone credit, no
email, no printer, no scanner and often little
access to trusted official information.
The CHAC team pulled together a list of
residents who might benefit from a friendly
call and began proactively contacting people
in the community. CHAC is in a very privileged
position in being such a trusted part of the
community. People share with us when they
have just had a baby, when they have had a
bereavement, any diagnosis of long term health
conditions and Disability they have and if they
are carers. This meant our team were able to
speak to people who we knew were likely to be
impacted by Covid, lockdown and shielding.

CHAC’s team spoke to community members to
understand how to keep access to the service
accessible. Many residents told us that they
don’t have computers but that they do have
mobile phones with text and WhatsApp. Many
residents use WhatsApp in particular to keep
in touch with family back home cheaply.
The resulting co-design led to a number of key
improvements which meant that everyone could
make contact when needed. These included
having a text number available, having a
dedicated email address for residents, redesigning
the rota so that advice was available in ten
languages as well as via translation, accepting
photos of document shared by WhatsApp,
posting out all documents with stamped
addressed envelopes for return, a staff presence
in the building so documents posted through the
door could be scanned onto the system quickly,
offering to make all calls so that residents were
not paying for the calls and offering appointments
over the phone, via Skype and over WhatsApp.

For the first time in my life I found myself out
of a job, I was made redundant due to the
effects of Covid. I was unsure where to turn,
after researching I contacted Cheetham
Hill Advice Centre, who helped me with
an application for New Style Job Seekers
Allowance, Universal Credit and help with
my Council Tax. I immediately felt less
anxious and I was able to meet my financial
commitments thanks to the help I received.
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CHAC also fundraised money from the National
Lottery Community Fund for partnership work
in North Manchester. This work funded nine
organisations and led to increased referrals
and coordinated support. This funding also led
to 62 electronic devices being given to North
Manchester residents for free. Devices distributed
included smart phones, laptops and tablets as well
as pre-paid SIM cards and dongles. This made it
easier for isolated and digitally excluded people to
connect with services as well as friends and family.
North Manchester residents helped us so much
in setting up our remote working access and
we are grateful for the knowledge and expertise
they have shared. We are very grateful for the
patience they showed us as we worked around
the bumps in all of the new ways of working.
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We are also appreciative of the openness
with which people have allowed us to guide
them through different governmental online applications and processes. Much of
this learning will have a longer term impact,
as residents will be able to manage digital
processes like the Universal Credit on-line
journal system independently in the future.
The last year has definitely taught us that
Cheetham Hill Advice Centre is not a building. It is
the staff team, our volunteers, the community, our
partners, our funders and all the individuals and
families who work with us. The co-design work
we have completed over the last year will mean
that we can all achieve so much more together
in the future - and the positive impact of the last
twelve months will be felt for years to come.

Involve residents in designing
new communication
channels and solutions
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the Universal
Credit System
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Residents very
patient with us
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The Queens Award for Voluntary Service
In June 2020 Cheetham Hill Advice Centre
was awarded The Queen’s Award for Voluntary
Service. This award for voluntary service is the
highest award given to volunteer groups across
the UK and was conferred to Cheetham Hill
Advice Centre for its work providing advice,
help and support to people in Cheetham,
Crumpsall and across Manchester.
The award was granted in recognition of CHAC’s
outstanding voluntary work in the community
and in recognition of the huge impact that
volunteers have had through their work at
Cheetham Hill Advice Centre. Volunteers have
been central to the work at CHAC and have
been a key part of the running of the charity
throughout its 43 year existence - including
in formally registering as a charity in 1978.
At the point of the assessment for the award
there were more than three times as many
volunteers as staff at Cheetham Hill Advice
Centre. CHAC’s oldest volunteer is 63 and
he is a volunteer advisor who speaks English
and Yoruba. The volunteer who speaks most
languages is a 26 year old woman who speaks
English, Urdu, Kashmiri, Punjabi and Spanish.
Former volunteers have gone on to become
paid staff and even long serving trustees. The
longest serving frontline volunteers have been
volunteering for 8 years and the longest serving
Trustee has been on the Board for 28 years.

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

10

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

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

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

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

I have always been in work and provided
for my family. My wife also works and we
have been fortunate never to fall upon hard
times until now. Last year we experienced
a very traumatic event and became unable
to work. I was in a fragmented, broken
place and unable to do the usual day to
day things. The usual emotional support
services I might have used have not been
available due to Covid. We got into real
financial difficulties. I contacted CHAC a
couple of months ago. From the time of first
contact all the way through, the empathy,
the support, the understanding, the help
from the advisor and other staff has been
absolutely amazing.
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A copy of our full accounts is available from the Centre upon request
Independent Account Examiners
Community Accountancy Service
The Grange
Pilgrim Drive
Manchester
M11 3QR
Finance and Administration Officers in the financial year
Karin Stamp and Nadia Erdenesuren
IT Support
Bytesize
Banker
Co-operative Bank
1 Balloon Street
Manchester
Partners
Abraham Moss Warriors, Citizens Advice Manchester, Communities for All, Ethnic Health Forum, Greater Manchester
Immigration Aid Unit, Hopewell, New Testament Church of God, Manchester Mind, Manchester Refugee Support Network,
Saheli, Shelter, Trinity/8th Day Arts, Wai Yin, Women Asylum Seekers Together and 4CT
Funding
Our main Funding comes from The National Lottery Community Fund, Manchester City Council and The Henry Smith Charity

Cheetham Hill Advice Centre
1 Morrowfield Avenue
Cheetham Hill
Manchester
M8 9AR
T 0161 740 8999
F 0161 740 9231
E office@cheethamadvice.org.uk
OISC registration number: N201100029
Registered Charity Number 1136328 | Company number 7253445

