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WE ARE HARC

HARC – Hastings Advice and Representation Centre
HARC is a registered charity providing specialist 
welfare benefit advice and representation to 
people of all ages in East Sussex.

With our free and confidential service we aim 
to address inequalities, relieve poverty and 
improve the quality of life for vulnerable and 
disadvantaged people.

HARC’s team of specialist welfare benefit 
advisors offer an end-to-end confidential and 
impartial support service covering all stages of 
application up to and including appeal tribunal. 
Responding to the needs of individuals and 
tailoring our service we meet those needs with 
face to face, telephone and remote support at a 
range of community venues and home visits. 

HARC is strongly rooted in the community 
and plays an integral role in the local support 
network. This includes running two high 
street charity shops which provide valuable 
volunteering and work experience opportunities 
for local people.

It is our aim to help bring about a welfare system 
which is fair, accountable and recognises the 
issues of the individual. 

In doing so we actively campaign toward positive 
policy change and provide specialist welfare 
training to ensure everyone working with and for 
the most vulnerable in our society have the tools 
they need to provide the right support.
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When I wrote my report for last year’s 
Annual Review we were in the early 
stages of the second wave of COVID. 
One of the few certainties then was that 
the need for HARC’s services would be 
greater than ever, and so it has proved.

HARC continues to adapt to the COVID 
pandemic and we have increased our capacity 
to deliver digital and remote services alongside 
COVID secure face to face services. We have 
adapted well to the remote appeals process 
and the challenges and technical difficulties 
this can pose for our clients. Staff have built 
better relationships with the DWP. Together they 
have placed greater emphasis on improving the 
quality of mandatory reconsiderations and on 
making the right decision at the earliest possible 
stage as indeed should be the case.

As a consequence of remote working and 
the earlier lack of face-to-face contact with 
both clients and colleagues, the centre’s 
communications have been reviewed. A new 
and still evolving website has been created, the 
centre’s social media presence has increased 
and we have adopted a new web-based case 
management system.

We are happy to have increased the number 
of community-based advice surgeries that 
we run, across more venues and with more 
sessions than in pre COVID times. The number 
of ‘in person’ contacts has increased again 
throughout 2021 as restrictions have slowly 
lifted, with more home visits and office 
appointments. However the work of the centre 
remains overall a blend of face-to-face and 
remote delivery which may well be the future.

Future funding as always remains a key issue 
for the board. HARC has weathered the past 12 
months better than expected but there is certainly 
no room for complacency. My last report 
mentioned British Gas Energy Trust Funding for 
a new project and this has taken shape over the 
past 12 months with HARC, in partnership with 
Energise Sussex Coast, providing budgeting and 

income maximisation support. This is particularly 
relevant in light of the recent and anticipated 
further increases in energy prices. You can read 
more about this project on page 5. We were also 
very pleased to learn our Clinical Commission 
Group (CCG) funding has also been extended to 
September 2022.

The charity shops endured a lengthy period 
of closure but have increased their online 
presence. Their revenues remain, as ever, an 
important source of funding to the centre and 
the contribution made by the shop team is much 
appreciated. Perhaps even more important than 
their financial contribution are the social and 
community services provided by our charity 
shops. This includes providing vital volunteering, 
training and work experience opportunities for 
local – often vulnerable – people.

Our HARC community continues to grow. We 
have welcomed two new staff members during 
the year, Andrea and Claire, and the shops have 
also been joined by two Kickstart trainees on 
temporary contracts. On the subject of the 
HARC community we are pleased to present this 
year’s Annual Review as a collaboration with 
our clients and volunteers. I hope you will agree 
that it contains some very moving and eloquent 
client contributions.

Looking ahead, we recently became aware that 
remaining in Renaissance House may no longer 
be possible. As I write this report the board is 
considering all options for a move. HARC has 
had different homes over the years and the 
board is aware that accessibility has been key to 
its role in the community. We will do everything 
in our power to ensure the needs of our clients 
remain at the forefront of everything we do while 
facing this new challenge.

I end this report by thanking all members of staff 
and volunteers for the contribution they have 
made to HARC during the year and also thanking 
my fellow board members for their input.

Michael Gratton LLB
Chair

CHAIR’S REPORT
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In the year to the 31st of March 2021...

A total of 16,463 clients  
made contact with HARC

983 client contacts were made with  
vulnerable, elderly, disabled or isolated clients  
at surgeries or home visits

355 clients were  
represented at  
review and tribunal...

88% of clients who approached HARC  
received support – those we couldn’t support  
were referred to more appropriate agencies

£4,228,881 was secured in  
previously unclaimed, enhanced or  
reinstated benefits, of which...

...£3,795,687 was secured  
for clients with disabilities and  
long term health issues

In comparison it cost just £518,138 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 caseloads, advocacy and tribunal work.

...339 cases were won –  

that is a 95.5% success rate

OUR YEAR IN NUMBERS
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RELIEVING POVERTY

Andrea
Andrea Brown joined the HARC team in October 2020 to work on an 
exciting new project funded by the British Gas Energy Trust (BGET), 
working in partnership with Energise Sussex Coast. The project aims 
to promote well-being and to relieve poverty for the residents of East 
Sussex. Which is of particular importance with rising energy prices 
and vastly increased fuel poverty seen across the country in 2021. 
Here she describes the project in more detail.

My role involves maximising income, providing 
budgeting support and ensuring appropriate 
specialist referral.

I work closely with Energise Sussex Coast (ESC) 
who offer free energy advice aimed at reducing 
the cost of energy and water bills. They help 
clients to access Government grants for energy 
efficiency measures such as draft proofing and 
insulation, and help people apply for the £150 
Warm Home Discount. 

ESC refer clients to me who are struggling 
financially and are no longer able to cope. I 
also act as a first point of contact for various 
other agencies and support services who have 
identified the need for budgeting support and 
benefits advice and of course clients can also 
self refer as the service is widely publicised.

Upon first contact I undertake an extensive 
interview with the client to get a full background 
picture and identify any emergency needs. I 
provide practical and timely support by issuing 
food bank vouchers and requesting fuel vouchers.

I also identify broader issues that are impacting  
on their wellbeing such as housing, debt and 
health. This enables me to act promptly referring 
on, with the clients consent, to specialist 
agencies where required.

Once emergency support has been put in place 
I begin maximising the client’s income. This 
includes a full benefit check where I identify 
any unclaimed benefit entitlements, check their 
current entitlements are correct and then support 
and empower clients to make appropriate 
benefit claims. When more support is required, 

particularly for the most vulnerable clients, I am 
supported by HARC Specialist Advisors whom I can 
refer clients to for assistance with all other Welfare 
Benefit issues right up to Appeal Tribunal.

Income maximisation includes looking at individual 
living expenses and working with the client to 
see where savings can be made to reduce their 
expenditure. This enables me to provide budgeting 
support which focuses on the best possible way 
to help individual clients to manage their finances. 
Methods vary according to individual need and their 
current situation, but budget sheets are prepared 
to assist clients in maintaining their finances more 
effectively as a reminder of their financial liabilities 
and ongoing expenses and what, if any, disposable 
income is available to them.

This joint project has seen a combined financial 
benefit of £352,096 to clients during the period 
01/10/20 to 30/06/21. This includes increased 
income from welfare benefits, energy bill support 
and energy efficiency proceedings.

Savings of some form have been identified by 100% 
of the clients supported. Clients reported that they 
are more empowered to manage their finances, are 
better off having claimed benefits they were entitled 
to and/or feel more in control of their situation by 
having the right support in place.

Clients tell me the biggest difference is knowing 
that someone is really listening to them, which 
results in them receiving the right support, tailored 
to their own individual circumstances.

Andrea Brown  
Welfare, Budgeting & Benefits Advisor

5HARC ANNUAL REVIEW 2021



ADDRESSING INEQUALITY

Jackie’s story
Jackie is a carer for her son James. He has Autism Spectrum 
Disorder (ASD), communication, speech and language delay  
and a learning difficulty.

At the age of 20 James was suddenly thrust into a world where he was 
no longer treated as Jackie’s dependant. He was required to make his 
own benefit claims and deal with them himself. HARC helped them 
to navigate the benefits system and ensure James was receiving 
the correct benefits. Their advisor also made sure that Jackie was 
nominated as James’ agent for Universal Credit so that she could 
support James with his ongoing claim commitments.

“I can’t fault the service. The communication was excellent. They 
rang, they turned up to come with us to appointments. They didn’t 
overstep their mark either. They supported but they didn’t take 
control of the appointments, they still allowed me and also James 
to speak up when we needed to.”

Tracey’s story
“My poor health began in 2001 when I was involved in a road  
traffic accident.

“The RTA triggered an illness that was to become one of many I would have 
over the coming years, all of which were chronic with no cure. Eventually 
they took their toll and I was unable to work. The loss of my health had a 
huge impact on my mental health. Over the years I have fought depression 
as a result. But I also lost my independence, my place in society, my 
feelings of self-worth and my sense of identity. It felt as if it had all been 
taken away from me and through no fault of my own.

“I can now say I am in a fortunate position because I have amazing support 
around me. My family, the wonderful doctors who care for me in the NHS 
and of course, HARC. From the beginning my HARC Advisor has been by 
my side through the nightmare of trying to get PIP. The whole process of 
applying for PIP is incredibly negative, humiliating, demeaning and soul-
destroying; it makes me sad just having to write these words. When you are 
not well and need support, the last thing you need is to feel insignificant 
and not worthy of help. It’s so hard to find the energy to fight the ‘enemy’. 
The DWP should not be the enemy. They are supposed to be there to 
support those who need it and certainly not to have a detrimental effect  
on someone’s mental health just because they applied for assistance.”
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IMPROVING WELLBEING

Lee’s story
“When the DWP changed my ESA benefit claim 
over to Universal Credit they took away my 
disability premiums which had a very negative 
impact on my physical and mental wellbeing.  
It left me feeling very confused and anxious.

“So I contacted HARC, and they instantly went  
to work sorting everything out.

“My advisor made me feel at ease throughout 
the whole process and was very kind, pleasant 
and understanding.

“As a result of her hard work the unjust decision 
made by the DWP was reversed. 

I am happy to say that all my disability premiums 
have been reinstated. I feel so much better and 
able to get on with living my life.”

Mick’s story
“My PIP was stopped because the DWP  
said I didn’t attend my assessment.  
I didn’t know what they were talking about.  
I hadn’t been told about an appointment.

“I told the DWP that but they didn’t believe  
me, they just stopped my money. I went to 
HARC and they helped me appeal. My advisor 
took it all the way to a tribunal. The decision  
was eventually changed. The DWP had to  
do an assessment over the phone and I got  
my benefits back.

“I want to tell anyone out there who is 
struggling – don’t give up!

“Going to HARC is like taking your Ford car to a 
Ferrari garage. You know you are in the safest 
hands and the service is going to be top notch!”
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FIGHTING INJUSTICE

Neil’s story
Neil lives with severe mental health conditions 
that affect his ability to carry out daily life,  
to work, to engage with others and to function 
at every level. These conditions include 
anxiety, depression, cataplexy, dissociated 
personality disorder and anti-social 
personality disorder. He has a carer at his 
home to assist him with daily living and had 
been receiving disability benefits (including 
DLA) for 20 years until he was forced to apply 
for PIP. His claim was refused.

“I have dissociated personality disorder and 
anti-social personality disorder...my coping 
mechanism is to stay away from people and not 

engage...when my disability benefits were taken 
away it threw my life into turmoil. I was forced in 
a situation I couldn’t cope with...I was scared.”

At the start of the pandemic when his benefits 
were being taken away Neil approached HARC  
for help with his appeal. He describes being  
made to feel comfortable in a distressing 
situation. He commented on HARC’s ability to 
communicate and to give him the help he needed. 

“I was worried to death,” says Neil “...they 
managed to reassure me and get me the 
information I needed.” “I already tried to 
commit suicide because of this. [Without 
HARC] I would be dead.”

To support our development and improve, 
our services HARC commissions an 
independent client survey every 2 years.

Our most recent survey was conducted in 
2021. The full results are available on our 
website www.harcuk.com.

Of the 100 clients surveyed 99% rated 
HARC’s service as better than good and 
100% of those who responded would 
recommend HARC’s services to others. 
But despite the excellent feedback on our 
service, my team and I are not celebrating, 
because these survey results again tell the 
dark story of our clients’ ongoing struggles 
with the benefits system. 

I would like to pay tribute to the exceptional 
team of people I am privileged to work with. 
As in previous years, the survey paints a 
picture of the tremendous work they do with 
such compassion and dedication, routinely 
going the extra mile for our clients.

Jacky Everard
Chief Executive

Andy’s story
“To be honest I was on the verge of suicide. 
There’s been a lot of problems for a very long 
time and when I was unable to work we were 
getting further and further into debt”

Andy has had a number of kidney transplants and 
suffers side effects from long term prescription 
drugs such as severe muscle weakness, problems 
concentrating and reduced mobility. His partner 
also has long term health issues and they have 
both been unable to work for some time. When 
they approached HARC they were receiving 
Universal Credit but were unable to manage 
financially and were getting deeper and deeper 
into debt. Andy’s anxiety and depression were 
worsening and he felt suicidal. 

Andy says, “I was in such a bad state that I couldn’t 
read the forms, I just couldn’t concentrate.” HARC 
were able to assist by maximising their benefit 
income. It made the world of difference for him 
and his partner. [HARC] just took us through the 
whole process, it’s really confusing. They know 
the ins and outs etc. The Advisor was fantastic. 
Really approachable, friendly, knowledgeable. We 
wouldn’t be here without them.”
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OUR CLIENT CHAMPION

Teresa
As part of our ongoing process of service evaluation  
we appointed a Client Champion to our board of 
Trustees in 2021.

Teresa Andrews was appointed from our existing staff 
team to take on the new role. Our aim is to ensure we 
are fully representative of the community we serve.

As client champion she is unbiased when providing a 
voice for our service users. She acts as liaison between 
client and the board and treats any information shared 
with the strictest confidence.

Her role involves her actively seeking engagement  
with clients through social media, events and liaison 
with partner agencies, taking on board any ideas, 
feedback or local information which is important to our 
clients and community.

As such a client focused member of the team, Teresa 
has taken to the role like a duck to water!

You can contact Teresa by:

 Telephone: 
 07936 953494

 Email: 
 teresa@harcuk.com

 Post: 
 Client Champion
 HARC
 Advice & Community Hub
 Renaissance House 
 London Road 
 St Leonards on Sea 
 TN37 6AN
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WHAT OUR CLIENTS SAY

   I am really, really happy. They have 
been amazing… [HARC] helped me 
find my way back. Now I have my own 
business. They pushed me out of the 
darkness…They are like my angel.

    The response [from HARC] was  
within 48 hours. A very, very quick 
turnaround which was marvellous…
That meant an awful lot.

  They have changed my life 
100%... My advisor was just  
an amazing lady.

     Before, I was struggling - going 
without food to pay bills and...they 
got all that sorted out. And then to 
top it off I got back pay which HARC 
helped with.

  Just having someone behind 
you...that makes a difference,  
I believe.

     I am very very grateful to HARC and  
if HARC wasn’t there, I don’t really 
know what would have happened to 
the both of us.

   They listened…No one else was 
offering any help or even any 
solutions. It wasn’t intrusive or  
aloof. I didn’t feel as though I was 
lesser for asking for help.

    It made me feel that I wasn’t alone. 
That I actually had somebody on  
my side supporting and someone 
who understood my position.

  HARC are fantastic,  
they’re brilliant.

   When they stopped my money  
we had just gotten into lockdown  
and I was left with nothing 
whatsoever. We got into contact  
with them and they gave us hope.

  HARC are my heroes.
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   They did everything very well as far  
as I am concerned. Without them I 
probably wouldn’t be where I am today.

    It was [an] absolutely superb service 
and we wouldn’t have done it  
without [their] help….I have nothing 
but praise for them.

   I am reassured now that there  
is someone like HARC.

   They really helped me out with 
everything. If it wasn’t for HARC I 
don’t know what I would have done.

    [She] was very attentive and listened 
to every question, and she ran 
through a number of scenarios  
and was really helpful.

  It’s a service that is  
greatly needed.

  I can’t put into words  
how helpful they were.  
Ten out of ten, five stars.

   As far as HARC is concerned I think  
it is needed by a lot of people.  
If you take things like this away  
then you’re making the lives of 
people like me with mental health or 
other disabilities, ten times worse.

  I just think that it is such  
an amazing resource.

   They gave me correct advice  
and support, even when I felt like  
I wanted to give up.

  They are super helpful, 
friendly….They were brilliant.

   It was really important knowing that  
I had full back up from [HARC]. I had 
things explained to me when I didn’t 
understand...They were fantastic.
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OUR COMMUNITY

Volunteering for HARC
Here is what some of our volunteers say about being part of the team...

“I have made lots of new 
friends and I love helping out”

Matt
“You get to meet so many 
different people and interact 
with them all. It has been really 
good for my confidence. The 
staff are really friendly, there 
is no judgement, we are all one 
big family!”

Sarah

“I enjoy volunteering for 
the social aspect including 
meeting our wonderful 
customers. It’s such a worthy 
cause that helps so many 
people locally and it has given 
my confidence a major boost!”

Jo
“Volunteering has given me the 
experience I need to try to find 
paid work. I feel much more 
confident now.”

Emily

“I started volunteering 
because HARC helped me 
when I needed them. I wanted 
to give something back. I 
have made friends here now, 
I enjoy being part of the team 
and it keeps me busy.”

Tony

Shelley
Shelley has been a HARC Director for 4 years. Here she tells us 
about HARC’s role within the community.

“I moved to Hastings in 
2000, around the time of 
the Millennium Community 
Project, a vastly expensive 
regeneration programme 
created to address the health, 
education and attainment 
inequalities in our town.

“HARC evolved from Hastings 
Unemployed and Claimants 
Advice Centre (HUCAC) 
around the same time, 
providing welfare benefits 
advice and advocacy to those 
in need. Throughout this time 
HARC has delivered their 
expertise with compassion 
and dedication. 

“Hastings has continued 
to attract large sums of 
regeneration money, but 
Chief Medical Officer, Chris 
Whitty’s annual report ‘2021: 
health in coastal communities’ 
demonstrates that this can 
still be a challenging place to 
live. Particularly for those who 
are sick, disabled or living in 
poverty. 

It is clear that, without HARC 
to fight for people’s rights, 
life would be even harder: 
HARC make a tangible 
difference, securing essential 
benefit income that people 
are entitled to but are often 

denied. It makes me proud 
to support this work in a very 
small way. As a trustee I can 
only applaud the work of all 
those who keep HARC going, 
including advice, fundraising, 
administrative and shop staff 
and volunteers.”
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LOOKING AHEAD TO 2022

If the last 2 years have taught us 
anything it is that we can’t predict the 
future. But whatever it brings, we will be 
ready, and we will adapt and evolve to 
ensure we continue to meet the needs 
of our clients and community.

Working collaboratively with partner organisations, 
support services and the wider community in 
2022 HARC will continue to grow our inclusive 
client led service, with the aim of breaking down 
barriers caused by poverty, disability, language, 
age, education, race and geography. 

With increased community venues we plan to 
extend our reach to even more vulnerable and 
marginalised residents. This is particularly 
important as we navigate trigger points such 
as the roll out of backlogged ESA/PIP/UC 
assessments.

In 2022 we will work closely with food venues 
and energy trusts to further tackle food and 
fuel poverty in East Sussex. The extra income 
HARC secures for clients ensures they can meet 
their basic needs such as healthy food and an 
adequately heated home. It also helps them 
maintain their independence and mobility by 
meeting the costs associated with long term ill 
health or disability. This in turn reduces stress 
and positively impacts on health and well-being, 

increasing access to education, volunteering, 
community activities and the workplace. 

As mentioned in our Chair’s report we have a 
further challenge ahead in the potential service 
relocation. We will work hard to make sure our 
services remain accessible and the impact felt by 
our clients is minimal.

Our longevity demonstrates our sustainability 
and ability to adapt. Our reputation for providing 
an outstanding service and weathering the 
many storms we have witnessed over the past 
40 years proves we can manage the changes 
ahead and continue to meet the needs of the 
community we serve.
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For the year to the 31st of March 2021.  
Taken from the Annual Report.

SUMMARISED ACCOUNTS

Local Authority Grants £51,893

Henry Smith Charity £38,600

Charity Shops £76,926

NHS East Sussex CCG – Benefits Advice Project £230,809

Magdalen and Lasher / Isabel Blackman Foundation £16,279

Access to Justice Fund £90,200

Other Income £138,600 

TOTAL £656,492

Universal Credit Support (Magdalen & Lasher) £13,185

MONEY IN

Advice Centre Services £453,587

Charity Shops £61,018

Governance £3,533

TOTAL £518,138

MONEY OUT
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HARC staff, volunteers, clients and the wider community would like to 
extend our sincerest thanks to our supporters this year including:

THANK YOU!

 �Access�to�Justice�Foundation

 �Allen�Overy�Foundation

 �Big�Lottery�Awards�for�All

 �British�Gas�Energy�Trust

 �Bryan�Holdsworth

 �Community�Justice�Fund

 �David�Woolf

 �Foreshore�Trust

 �Hastings�Borough�Council

 �Henry�Smith�Charity

 �Isabel�Blackman�Foundation

 �Kenward�Pullen�(KP�Computers)

 �Little�Cheyne�Court�Wind�Farm�
Community�Fund

 �London�Legal�Support�Trust

 �Magdalen�&�Lasher�Charity

 �Multiple�Sclerosis�Society

 �NHS�East�Sussex�CCG

 �Rother�District�Council

 �Silver�Lady�Fund

 �Sussex�Crisis�Fund

 �Sussex�Community�Development�
Association

 �Sussex�Community�Foundation

 �UK�Power�Networks�–�Power�Partners
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Hastings�Advice�and�Representation�Centre 

The�Advice�and�Community�Hub 

Renaissance�House 

London�Road 

St�Leonards�on�Sea 

East�Sussex 

TN37 6AN

 Benefit�Helpline:�0333 344 0681

 Hastings Advice & Representation Centre

 InfoHarc

Registered Charity Number 1083566 
Private Limited Company Number 04048683

CONTACT US

Please contact us if you would like to learn 
more about HARC and our services, or want 
to support the work we do:

 Email: info@harcuk.com 

 HARC advice line: 01424 428375

 Website: www.harcuk.com

There are a variety of ways you can support 
our work:

  Volunteering in the shops or office

  Supporting our campaigns

  Donating at Just Giving: 
www.justgiving.com/hastingsarc

Background image: 
E.Levett

https://www.facebook.com/harc.charityshop

