Achieving our Aims
In last year’s review, the focus was very much on a client survey, which highlighted many of the difficulties our clients face on a
daily basis. The survey presented HARC with an opportunity to speak to Amber Rudd then our local MP and Secretary of State
for Work and Pensions, as well as senior members of her team. The dialogue we have had with Ministers and the Department
has raised the profile of HARC considerably and we feel encouraged that they are listening and want to work with HARC to
bring about change. During the year we were reassessed for, and retained, the Specialist Quality Mark, which was developed
to help ensure that members of the public in need of specialist advice receive a quality service. The SQM is an organisational
standard designed to help ensure that Legal Service Providers are well run and provide excellent client care.
From a service perspective, one disappointing element of the year was the decision made by the Citizens Advice Bureau
(CA1066) to relocate to new premises. We have worked with CA1066 since 2012 to form a one stop shop within the Advice and
Community Hub. However we continue to work with Brighton Housing Trust, the Hastings and Rother Credit Union, Migrant
Help and Sussex Community Development Association at the HUB, while CA1066 remain our close neighbours. HARC is proud to
be the only Hastings-based benefits advice agency providing a much needed service throughout East Sussex.
HARC, like most charities, always needs to seek out funds to continue to provide its service. The past year has been one of
the most challenging. This was mainly due to the uncertainty of funding from the Clinical Commissioning Groups (CCGs) with
whom we have partnered for the past 6 years. The CCGs applaud HARC’s work but their own budgetary constraints mean that
a future long term commitment is uncertain.
However, in the interim, several other charitable trusts have come to the rescue, providing HARC with the funds to maintain
current service levels, whilst we await decisions and explore other opportunities. We feel encouraged that our sound
reputation and expertise will enable us to secure the funds we need so we can continue to support vulnerable people every
step of the way. I, and my colleagues on the Board of Directors, would like to thank the staff for their achievements over the
year and their commitment to providing such an excellent service, even in these uncertain times.
Mike Gratton LLB. Chair

Partnership Working - The Links Project
Since October 2017, HARC has been proud to be involved with the Hastings Links project, a multi-agency support and advice
project for asylum seekers, refugees and new migrant communities living in East Sussex. Links provides access to support
and advice in a range of areas, including welfare benefit advice and support, healthcare, housing and immigration advice.
They also offer English language classes, and even sewing tuition. Their amazing team provide a warm, welcoming
environment, a cuppa and an array of useful everyday items.
Clients accessing this service have often been on a gruelling journey before they arrive at Links’ doors. Both physically and
emotionally they have crossed continents, then they travel down a path of new challenges in an unfamiliar country where
they don’t speak the language and feel at odds with the culture. They want to be a part of our community, to know their
neighbours, make new friends and help others. They are determined to make a fulfilling life for themselves here. Links helps
people find their feet and plan each next step. Agencies work very closely together to help provide a holistic package of
support tailored to each client. With such a diverse and varied client group, each case needs specifically targeted support.
A case may involve a family seeking asylum in the UK. Links works with the family to learn English and navigate the
complicated immigration system. They may assist them to access schools and GP services, and even provide them with
essential items such as toiletries and warm clothing. Every week they offer a haven where people can come and talk, and
watch their children play together. Relationships and communities are built here on the foundations of their shared
experiences and compassion. One day that same family will hopefully receive the decision that they have been praying for.
They are granted leave to remain in the UK - and that is where the work begins for HARC.
By the time people come to me for welfare benefit advice they will know me as a familiar face. It’s important to
remember that these incredibly warm and compassionate people have often seen atrocities that we cannot comprehend,
and no matter how much they want to trust others it can be a struggle. I help to guide them through the complex welfare
benefit system. I assist them with the myriad tasks now required to claim benefits, including making their first benefit
claims, setting up email accounts and opening bank accounts. We also assist with disability benefits such as DLA and PIP
claims. Once they are settled in their own home, managing their own finances and often engaging in full time work, they
go on to assist and support others arriving at Links for the first time. I feel privileged to be able to use my welfare benefits
expertise at the Links project, where every client finds support and a friendly face every step of the way!
Wendy Knowles - Specialist Advisor

Steps to Success
Specialist advice on welfare benefits and tax credits for anyone on a low income, whether in work or not
Help and advice for people with disabilities, mental health problems and long term illness so they can live independently
Easier access to benefits information and a comprehensive support package for older people
Gaining adequate support and sufficient income for people with dependants
Representation at first-tier and upper tribunals when benefit decisions need to be challenged
Outstanding Performance
644 clients were represented at reviews and tribunals
602 won their cases
Overall success rate 93%
14,797 clients contacted HARC, 3,219 were seen at home visits and outreach surgeries
88% of clients who used our service gained increased income
A remarkable £4,000,469 was secured in previously unclaimed, increased or reinstated benefits, of which £3,373,528 was
secured for clients with disabilities and long term health issues. However we estimate a further £1.6 million in gains to clients
who did not notify us of the outcome.
Cost Comparison
In comparison it costs £559,701 for HARC to provide an extensive range of advice and representation services comprising face
to face advice, telephone and email advice, secondary advice to professional colleagues, outreach surgeries, home visits,
complex casework, advocacy and tribunal work. We aim to relieve poverty and improve the quality of life for people suffering
disadvantage. We do this by maximising income through expert advice and representation throughout East Sussex.

Appeal Tribunal
Jane is a long term client of HARC. She has learning difficulties, especially around reading and writing. Jane has severe dyslexia,
but has been trying for decades to overcome this by joining reading and writing classes and attending local courses to obtain
certificates. However her reading is not good enough and this distresses her greatly. Jane suffers from anxiety, depression and
hearing loss. HARC obtained the standard rate of the daily living component of PIP in 2015 for Jane which expired in May 2018.
Jane’s attempt to renew resulted in a decision that she was not entitled to PIP at all! I requested a Mandatory Reconsideration
of the decision, which was unsuccessful, so I gathered more evidence and submitted an appeal. I felt sure Jane should get the
standard daily living component reinstated, and that she might also be awarded the standard rate mobility component.
Jane is a vulnerable lady whose physical and mental health showed a marked deterioration throughout the period of the appeal
process. She was distressed and in need of constant reassurance. I explained every step of the process: what to expect, what
she needed to do and what each item of correspondence meant, taking care to ensure she understood everything completely.
Jane perceives her reading, writing, and coping abilities to be much better than they are. She deserves to be proud of her
achievements. However, in reality her literacy is poor so sensitivity and tact are essential elements of my approach.
Jane was required to attend an appeal hearing because, despite clear evidence of her reading and writing levels, the tribunal
panel wanted her to give evidence in person. I accompanied Jane to the venue and represented her at the tribunal. On the
journey she was unable to understand the train timetables, becoming disoriented, losing her sense of direction and unable to
find her way, even though she had been before. She was incredibly nervous at the hearing and did not understand the
questions, answering them incorrectly or overestimating her abilities. Her lack of understanding meant there were many things
she did not mention. I made it clear she could not read the time, timetables, directions or bus routes.
The Tribunal panel overturned the original decision and decided that Jane was entitled to the standard daily living component
of PIP. In addition, they awarded the standard mobility component from 3rd January 2017 to 2nd October 2021. Jane was over
the moon and especially delighted about the mobility component which she was not expecting. She received just under £7,500
in arrears. This is an example of a vulnerable and complex client who will always need help with benefits. There are many more
clients like Jane who we deal with every day. It’s encouraging to hear that appeal tribunals will be held in Hastings twice weekly.
We hope in the future more sessions will be held locally as this can only benefit our clients and staff.
Becky Polain - Specialist Advisor

Multiple Sclerosis Society Partnership Work
Following on from last year’s report concerning the MS Society partnership work, this year has also been very
productive. Actual gains recorded through the partnership work have recently reached just over £750,000 in the three years
since we started working together with the MS Society. Given the relatively small proportion of time that our
Service Level Agreement allows for, which only forms part of my normal working week, the return is very high. It continues to
demonstrate the effectiveness of such partnerships.
Allowing time for partnerships to develop and work effectively is also very important in my experience.
The MS Society partnership work has shown this to a much deeper extent especially over the last eighteen months, with my
knowledge of the medical condition itself becoming much broader. I have noticed that the Department for Work and Pensions
decisions about my clients’ benefit entitlement, particularly with regards to Personal Independence Payment, have been
showing some identifiable patterns. I have highlighted these issues, hoping the MS Society may present them to the
Department to bring about change.
In the meantime I will continue to make constructive and relevant arguments on each case that needs disputing,
particularly when it reaches Appeal Tribunal level. Unfortunately benefit appeal cases in our area are taking up to 16 months to
get a court hearing date, so the process will inevitably be a slow one.
Over the last year, there has, as always, been a large number of referrals from the MS nurses. In addition an increasingly high
number of people with MS refer themselves directly to me. I attribute this to the positive word of mouth from
other group members. I now have a number of people who come directly to me with queries, forms, etc rather than
going through their MS nurses each time they need our help. This surely saves valuable time for nursing staff.
The MS Society are keen not to exclude any MS sufferers from reaching out to the partnership service even if they have no
dealings with the MS Society themselves. This demonstrates a deep understanding that every person with MS has individual
needs. It’s very refreshing to be involved with an organisation that is so open minded. So in summary, another excellent year’s
partnership work with the MS Society. I hope it will continue long into the
future, as I personally feel that it has been a resounding success.
Clive Edwards - Specialist Advisor

Helping People with Learning Disabilities
In February 2019 a National Lottery Awards for All grant enabled HARC to set up a project aimed at focusing on the
learning disabled community in Hastings Borough and Rother District, who need benefits advice and support. We wanted to
reach people with Asperger’s, Autism and OCD to maximise benefit entitlement at the earliest opportunity, so they could fulfil
their potential. We also wanted to ensure they have sufficient income for better diets and improved mobility, and assistance
with dental, optical and educational costs where appropriate.
Once a young person leaves education or reaches the age of 20, all benefits received by their family for their living costs stop.
Very often, young people with disabilities will leave school or college without any benefits in place. Their only option is to claim
Universal Credit, yet they have little hope of meeting the default expectation that they seek work for 35 hours per week.
Since the project began, we have presented these problems to a round table discussion at Westminster organised by the Bright
Blue think tank, who believe “it is necessary for politicians and policymakers to better support young adults.”
HARC has organised benefits training for the East Sussex County Council Learning Disability team, and provided information at
a conference in Eastbourne attended by 90 parents. We have worked closely with leavers at Glyne Gap School and trained 15
front line staff at Little Gate Farm. Little Gate Farm offer work-related training and supported employment, which helps people
with learning disabilities into paid work.
Unfortunately, decision makers do not always recognise the impact autism (for example) has on daily living. Often the client
cannot cope with using a phone or a computer to look for work, let alone advocate for themselves. We attend quarterly
Complex Needs meetings with the DWP and we are also working with work coaches at Jobcentre Plus to identify
difficulties which cause these clients to be excluded from obtaining benefits. We want to make sure vulnerable people with
special needs are not being forced into seeking work they are unlikely to find. Instead they must receive their correct
benefit entitlement, until such time as they are able to move into paid employment. HARC is proud to support several
volunteers with Tourette syndrome, autism spectrum conditions and OCD who do vital volunteer work in our Charity shops.
Our close relationship with other agencies, schools, colleges and GPs means that we receive many direct referrals. HARC
believes that if clients with disabilities have the support, knowledge and time of a trained advisor when first applying for their
benefit entitlements, they are unlikely to have to go through the stressful, lengthy appeals process which can take anything up
to 18 months to complete, which only causes further financial hardship.
It’s clear our clients benefit from direct contact with a specialist advisor who works on preventative measures and a face to
face approach. We must ensure people do not become ostracised because their development disorders cause them to behave
or communicate differently from what is perceived to be the norm.
Teresa Andrews - Welfare Benefits Trainer

Universal Credit Project Hastings - Up and Running
Universal Credit (UC) continues to be a hot topic. Hastings residents and HARC are fortunate to have the support of the
Magdalen and Lasher Charity, who are funding a holistic package of support and interventions, enabling HARC to provide a
bespoke service to working age people claiming Universal Credit in the Borough.
During the first year of the project we:
• Offered extensive support in making and maintaining online UC applications and completing work capability forms
• Arranged “better off” calculations to establish whether the client should remain on existing legacy benefits or
transfer to UC
• Produced handouts to prepare clients for their meeting with Jobcentre Plus staff
• Arranged ID interviews and commitment meetings at JCP
• Visited 70 housebound people in their own homes
• Set up email accounts and bank accounts necessary to begin a UC claim
• Followed up cases to ensure the correct UC entitlement was awarded
• Supported clients to access charitable funds, food and fuel assistance, social services, debt and housing advice
• Worked closely with the probation service
• Referred clients to specialist HARC advisors when Mandatory Reconsiderations or Appeal Tribunals were necessary
• Provided positive support to clients to improve financial planning and enhanced wellbeing

Universal Credit will eventually replace six income related benefits: Child Tax Credit, Working Tax Credit, Housing Benefit,
Income related Jobseekers Allowance and Employment and Support Allowance. HARC provide support and maximise income
through drop in sessions or booked appointments. Suitable locations have been identified, where we hold surgeries to assist
local residents with their UC claims. In the past 12 months I held 238 sessions at surgeries and advised 380 people. I offer home
visits for those who are most vulnerable, immobile or in need. UC is available whether or not people work and over 60% of
my clients contact me because they have ill health or learning disabilities. Some of those people are housebound. Our clients
include people from ethnic minorities, young people, people with disabilities and victims of domestic violence.
I have several outreach surgeries at local venues, including the b@sement (where we work in partnership with the Education
Training Consortium Sussex). Ore Community Centre, (where clients can also obtain food from the community food project),
Xtrax, where I work with people under the age of 24, with whom I have formed a real bond, and Hastings Works, who offer
training and job opportunities. I also work with the Education Futures Trust and Ixion who help ex-offenders and those on
probation with job hunting and training. I have visited Little Gate Farm who support vulnerable young adults, some of whom are
from Hastings, into work. Many clients need help with other benefits, in addition to problems with debt, housing, hospital travel
costs and prescription charges and I always help whenever I can.
Case Study
I have worked with a family with a disabled mother and severely disabled children, one of whom died unexpectedly at home and
another who attempted suicide. When we met, all their benefits - Tax Credits, Income Support, Housing Benefit,
Carers Allowance and Council Tax Reduction - had been stopped or suspended. It was essential to get them on to UC. I spoke
to their landlord, set up Discretionary Housing Payments, contacted Adult Social Care and arranged for Citizens Advice 1066
to deal with their debts. Homeworks and Hastings Borough Council are now working together to improve their situation. The
father was the only one in the family able to act in a caring capacity and he was at breaking point. I don’t know what would
have happened to this family if HARC had not been able to work with them, as it appeared no one else wanted to assist them
through their harrowing ordeal.
Universal Credit is said to be “digital by default” and this assumes everyone can access computers, phones or I.T. in their own
homes. However a third of the people I see do not have access to suitable I.T. 40% found the system too confusing to work
through without help. Many people claimed they lacked I.T. skills and some clients could not read or write.
Of course Universal Credit is still evolving and improving, but my experience is that many people still struggle to cope with its
complexities. The funding the Magdalen and Lasher Charity provides helps people, who are often living in the most deprived
areas of Hastings, overcome the difficulties they experience in obtaining this vital benefit.
Remy Southgate - Welfare Benefits Advisor

Choosing The Best Route
The most rewarding part of my job is being able to explain complicated parts of the benefits system to people who don’t
understand it. Our clients often tell us that “no one has ever taken the time to explain this to me before.”
It feels great to be able to resolve those questions.
Sarah Darker - Benefits Helpline

It gives me great pleasure when I see a client for the first time and they are initially anxious and nervous. I do my best to put
them at ease, especially as I have to get some really private details from them. It makes me feel I have done my job well when,
by the end of the appointment, they are smiling, thank me for my help and say they feel like a weight has been lifted. I enjoy
working for HARC. The team is the best, most supportive working environment I have ever had the pleasure to work in.
Carina Brown - Advisor

I gain most satisfaction from assisting genuinely unwell people in getting what they deserve and are entitled to. Taking on
wrong decisions, going to appeals and winning on behalf of the client. Having empathy, listening, reassuring and explaining the
benefit processes clearly, in simple terms, I believe are all routes to being a successful advisor in a successful agency.
Karen Brooker - Advisor

Part of my role is providing more intensive support for clients with complex needs. Being the support worker is hard work and
can be emotionally draining, but it is very rewarding when the right result is achieved for the client. Seeing the difference it
makes to their lives makes it all worthwhile.
Lorraine Guy - Advisor

When a client comes in for advice, and on checking that other current entitlements are correct that they assumed were ok,
you discover something that’s been missing for years, and with one phone call to the Department get a 4 figure arrears
payment for them. Doesn’t happen very often, but this one’s always enjoyable!
Clive Edwards - Advisor

HARC Charity Shops
HARC’s charity shops continue to thrive despite the challenging retail environment. Our success is largely due to the dedication
of our long serving managers and volunteers. They bring such a wide variety of skills, from window dressing and merchandising
to simply making the customers feel welcome and building a strong community base. We continue to attract French students,
and enjoy helping them not only to learn new skills, but also to improve their English. We pride ourselves on supporting
volunteers who experience a variety of physical and mental health problems, welcoming them onto our team when they might
otherwise not leave the house. They all have skills they can offer, and they benefit from improved social and work skills.
We have a close working relationship with our local Probation Service. We find many people who initially come to HARC shops
on Community Service Orders continue to work in the shops long after they have served their hours. Many are highly
motivated, useful members of the team.
We are fortunate in attracting large volumes of donations with some high ticket items, which would not be possible without
the generosity of local people. In our shops we serve people from all walks of life, from lower income families to the more
affluent members of society, and their repeat business is part of our continued success.
Shop Manager’s Comments
The best part of the job is exceeding the sales target. It is so satisfying for the whole team, particularly because it helps HARC
and local people so much. Every day is different, interesting donations, old and new customers, researching items and knowing
HARC is a vital part of the local community. Steve Elledge, Manager, St Leonards Shop
I like to interact with and support volunteers and customers, and particularly enjoy helping our younger volunteers achieve
their goals of getting paid work. It’s great to be part of an organisation that helps people get back on their feet in a friendly
working atmosphere. Jackie Workman, Manager, Hastings Shop
Want to Help?
Volunteer for a few hours a week • Donate and recycle your unwanted goods • Assist our driver with delivery and collections
If you can help in any way please call 01424 722164 or email info@harcuk.com

Improving the Health of Local People
More than 80% of the people HARC worked with during 2018/19 told us that their mental wellbeing had improved,
thanks to the help and support they received from HARC. ‘Mental wellbeing’ is not the same as mental health and is best
described as positive states of being, thinking, behaving and feeling. HARC measures changes in mental wellbeing using
a nationally recognised method called the Warwick-Edinburgh Mental Wellbeing Scale. This involves asking questions
about wellbeing when someone uses our services, and again once an outcome has been achieved on their case.
The outcomes we achieve for our clients have clear financial benefits, but there are less obvious benefits for others such
as local healthcare providers. It is important to demonstrate to funders such as Clinical Commissioning Groups (CCGs)
that the investment they are making in HARC has positive outcomes, specifically: helping their patients to
function and thrive, contributing to improved health and reducing health inequalities. Like the NHS, HARC is committed
to improving the health of local people through our services. To do that we rely on funds from a variety of sources,
including the East Sussex Benefits Project, funded by Hastings and Rother and Eastbourne, Hailsham and Seaford CCGs.
However, the recent NHS Long Term Plan which sets out targets for integrated care systems will fundamentally change
how CCGs work and commission their services. There are plans to merge Hastings and Rother, Eastbourne Hailsham and
Seaford and High Weald Lewes Havens into one larger CCG. While this change will help the transformation and delivery
of better healthcare, we do not know how it will impact on the services commissioned by the new body.
Since HARC has been shown to improve the wellbeing and health of local people, we hope any changes to CCGs
following implementation of the NHS Long Term Plan will still allow continued funding. Without their support and
funding more people are likely to approach local healthcare providers when they need help with benefit issues. Not only
does this take up doctors’ and nurses’ time, but it fails to solve the patient’s benefit problems which may be contributing
to their ill health. A wide range of local healthcare professionals, including mental health teams, have referred cases to
HARC and tell us how wonderful our help has been in supporting their patients. HARC staff are often thanked by health
professionals and volunteers when they attend external events, some sample comments include:
“We would be lost without you”
“HARC does a wonderful job”
There is no doubt that HARC’s services allow people to take steps to live independently, make healthier life choices,
improve their wellbeing and help reduce the burden on local NHS services.
Mark Webb - Welfare Benefits Advisor

SUMMARISED ACCOUNTS
Taken from the Annual Report

Money in
Local Authority Grants
Magdalen and Lasher/ Isabel Blackman Foundation
Big Lottery- Awards for All
Charity shops
Other income
ESBT B&DAP Helpline
ESBT B&DAP Outreach
ESBT B&DAP Specialist
ESBT B&DAP Training
ESBT B&DAP Support
HWL&H CCG and Henry Smith Charity
Universal Credit Support (Magdalen & Lasher)

£61,600
£26,396
£9,998
£98,243
£14,980
£84,574
£33,757
£103,170
£18,074
£30,507
£34,499
£29,853

Total

£545,651

Money Out
Advice Centre Services
Governance
Charity shops

£483,004
£5,041
£71,656

Total

£559,701

Funders
Big Lottery Awards for All
East Sussex Better Together
Eastbourne, Hailsham and Seaford CCG
Foreshore Trust
Hastings and Rother CCG
Hastings Borough Council
Hastings Lions Club
Henry Smith Charity
High Weald, Lewes Havens CCG
Isabel Blackman Foundation
London Legal Support Trust
Magdalen and Lasher Charity
McPherson CFG Ltd
Multiple Sclerosis Society
Rother District Council
Silver Lady Fund
Supporters and Clients
Sussex Community Foundation
Founded in 1880, the Silver Lady Fund has evolved to respond to the changing face of poverty and like HARC, we aim to bring
about positive change in the lives of the poorest and most vulnerable. We have partnered with HARC for many years because
they support the most disadvantaged in our community and ensure they have opportunities to free themselves from poverty.
We help HARC with core costs and emergency care for their clients, in times of crisis. We believe that through such an effective
partnership small gestures can have big impacts.
Keith Mcpherson, Chairman of the Trustees, The Silver Lady Fund
Sussex Community Foundation’s broad aims are to address disadvantage and build stronger communities. There can be few
better ways of achieving this on a local level than by supporting organisations such as HARC, which have unsurpassed
knowledge and experience at working with those most in need in their community. Their expert welfare benefits advice helps
some of the most vulnerable and marginalised people in Sussex navigate the system to huge positive effect.
We are proud to support them in their work.
Stephen Chamberlain, Head of Philanthropy, Sussex Community Foundation
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HARC Staff Team:

Chief Executive: Jacky Everard
Advice Manager: Robyn Cleverley
Development Manager: Sandra Lewis
Benefits Trainer: Teresa Andrews
Advisors: Alex Woollard, Becky Polain, Carina Brown, Clive Edwards, Karen Brooker, Kim Pittman, Lorraine Guy,
Mark Webb, Remy Southgate, Sarah Darker, Wendy Knowles
Reception: Astrid Gray, Natalie Ripley
HARC Shop Managers: Jackie Workman & Steve Elledge, assisted by Sally Peck & Sue Rosewell
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General Enquiries 01424 428375
Benefits Helpline 0333 344 0681
Hastings Advice and Representation Centre
The Advice and Community Hub
Renaissance House
London Road
St Leonards on Sea
TN37 6AN
Email: info@harcuk.com
Website: www.harcuk.com
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East Sussex
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