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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.  
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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 
 
Acknowledgements  
The Trustees, Management, Staff and Clients would like to thank all the individuals and organisations who 
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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