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Expanding our expertise whilst 
staying true to our roots
We have been supporting local people in Kent for over 80 years.  We’re
an organisation and brand that’s trusted by national, regional and
local stakeholders as well as those in the communities we serve.

The need for our services has grown rapidly in recent years, and we
need to set ourselves up to serve communities in Kent for decades to
come.



Being expert 
in the issues that matter most, including developing
new specialisms as funding allows.

Increasing the capacity and reach of our services, 
so we can help even more people

Using our insights to influence policy makers
and bring about positive change for our clients

Building partnerships
to align with other community services and amplify the
impact we have on clients
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People from all walks of life come to us for help, 
but many of those who reach out are  among 

the most vulnerable in society

Who we help

17%

25%

12%
15%

Benefits

Housing

Utilities

Debt

Top issues 
40%

of working age

disabled or long-term
health conditions

85%

Household with income <
£400/month

60%

86%

39% Household with
dependent children 

60%



To help everyone find a
way forward – whoever
they are, and whatever

problems they face. 

Our goal
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Overwhelming problems can affect anyone. 
We are here to make sure no one has to face 
them alone.  

Areas of expertise

Types of Issues

Benefits
25%

17%

15%
12%

8%

20%

3%

Housing

Debt

Utilities

Relationships 
& Employment

Immigration

Other
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Our Partners 

Sustaining a strong local presence is a key
part of our service model. This includes
working in partnership with other charities
such as:

Food Banks and Community Larders
(incl. independent charities and Trussell
Trust)

Community Centres such as “The
Space” in Eynsford, a rural community
venue welcoming 50+ people every
week; East Malling Centre; Living Well
Community Café Tonbridge and others.

We are proud to lead innovative partnership projects,
working closely with local and national organisations to
spark creativity and deliver meaningful impact for our
communities.



The  service delivers positive changes
that far surpass the immediate benefits
of financial worries. [Ɋ] The project has
prevented people in Kent from taking
their own lives.Ʌ 

Our innovative Kent Advice Hub video kiosks
continue to grow in popularity, with 1,400
advice sessions in 2024/25.  

The Hubs also provide an easy access route
into our Money & Mental Health service.

Video advice has proved to be hugely
popular, with many clients saying they’d
rather wait for the kiosk than use our
telephone helpline.  

Working with Citizens Advice across the South East
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A county-wide
partnership 

Our Money & Mental Health service - in
collaboration with Kent County Council Public
Health Suicide Prevention and Financial
Hardship teams - is focused on preventative
support and helping clients understand how to
stabilise their finances, a key foundation stone
for mental health recovery . 

                 In March 2025 we received a Kent &    
                 Medway Healthwatch Recognition    
                Award for Excellence :

Our Kent-wide projects with KCC are only possible through collaboration with the other local
Citizens Advice in Kent, Sussex and Surrey. Through these partnerships, we have been able to
strengthen our collective services and provide a wider geographical response to the issues
being faced by local people.

We have also shared our expertise with other local Citizens Advice to maximise their impact, for
example in the areas of debt and immigration advice.



Involve Kent
CANWK have continued to work with Involve Kent to promote positive wellbeing
and maximise the independence of over 55s and clients with long-term health
conditions through advice. With their funding, we have been able to focus on
supporting older people and the most vulnerable to access advice as well as
checking in with their wellbeing following this support.

Samphire and Hongkong Aid

Southeast Strategic Partnership for Migration
(SESPM)

Southeast Strategic Partnership for Migration 

We continue to support the Hong Kong community across Kent and Medway
with free specialist immigration advice, working with specialist CICs and
charities such as HKBrits, WC4HK & Tunbridge Wells Hong Kong BNO CIC.

Better together 
Expanding our impact through partnerships 

KRAN is a charity working with unaccompanied  young refugees and 
asylum seekers, Our expert immigration team helped KRAN to write 
policies and set up referral pathways to help them apply for IAA registration.

Kent Refugee Action Network 

As part of SESPM and Kent Strategic Partnership for Migration, we are working to
bring about policy change. We were one of only 4 charities invited to contribute to the
All Party Parliamentary Group on migration policy.

Hong Kong British Nationals Overseas

Thanks to our ongoing partnership with the Tunbridge Wells group of the MS
Society, we can receive direct referrals to help clients affected by the condition
with benefit applications and appeals, as well as any other advice needs.

With support from CANWK, Dover-based charity Samphire and Hongkong   
Aid  caseworkers achieved IAA Level 3 accreditation, thus increasing 
the capacity for free immigration advice at the highest level in 
the county. 







Website

We continue to work in
partnership with local

communities to proactively
provide support to those who
may not ask for it. In addition
to providing drop-in support

across the region, we are also
working with  local foodbanks,

community centres and
councils to engage with people

in a trusted environment. 

 8% 
increase in 

demand compared 
to 2023/24

Our innovative video kiosks
(funded by KCC) continue to
grow, with 41 now located
across the county in civic
buildings, community centres
and refuges. This novel
approach to advice giving has
helped almost 1,200 people
across Kent facing complex
challenges by improving
engagement through face to
face video conversations.

Smart, Efficient Access for Everyone
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Adviceline 

The main gateway to our service is
our Adviceline, with over 5,600
people reaching us by phone last
year.

It offers easy access to expert
advice from 9-5, Monday to Friday,
but demand continues to exceed
capacity and unfortunately not
every call can be answered.

With over 17,000 visits to our “Get
Advice & Support” pages, we have

improved online advice and
signposting to help clients find

solutions to their problems
independently. 

solve their issues
independently after

one call

58% 
Kent Advice 
Hub 

Advice 
Outreach

Meet & Greet

A friendly welcome and safe space
at our offices and virtual
outreaches where clients can get
help with accessing advice, and
prepare for specialist
appointments by scanning in their
paperwork. We have seen a rise of
21% in demand compared to
2023/24. 

Referral 
We support other frontline agencies such as NHS, social services,
 Local Authorities, Housing Associations and other charities through
direct referrals into our services. This joined-up approach
strengthens frontline support and makes best use of our specialist
capacity.









REPLACE

Meeting demand, one
volunteer at a time 
Our volunteers remain at the heart of everything
we do. Their dedication, compassion, and
commitment enable us to reach thousands of
people each year, often at the most critical
moments in their lives.

In 2024/25, 65 volunteers gave their time to
support our work, including 40 new recruits who
were trained and supported to deliver high-
quality advice across our communities.

Recruiting and retaining volunteers is a challenge,
particularly given the increasing complexity of the
issues our clients face. Nevertheless, our
volunteers consistently rise to the occasion,
bringing empathy, expertise, and a deep sense of
purpose to their roles. Without them, our service
simply could not function.
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In-depth support from our
paid staff

The work of our volunteers quite often provides
the basis on which our paid specialist teams build
on with further in-depth support.

From Adviceline staff and supervisors to our
specialist teams in debt, housing, immigration, and
energy, our paid staff bring a wealth of experience
that complements our core work. 

They also play a vital role in training, mentoring,
and supervising volunteers, providing the structure
and confidence needed to deliver advice safely and
effectively.

T

From the start of my
employment I was

made to feel welcome
and part of the team 



Our work

The issues our clients face are often complex
and interconnected, requiring both broad
understanding and specialist knowledge. 

Our generalist advisers offer  guidance
across a wide range of issues and also
provide practical support, resolving many
problems during the first contact.

When more in-depth advice is needed, they
work closely with our specialist teams to
ensure people receive the right help at the
right time. 

High-quality advice tackling the
key issues facing our community 
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The following pages provide a closer look at the
different areas of our work and the impact we
have made.

£1

Ensuring every £1 delivers value*  

£2
Fiscal Value

Savings to Local & National
Government & NHS 

£8
Client Value 
Financial impact for

individual clients 





Our debt advice projects: 

Money & Mental Health service  
A pioneering approach to mental health support

Direct referrals from NHS mental health
professionals ensuring timely and appropriate
support 

Caseworkers with the time and expertise to
build trust, enabling meaningful engagement
with clients 

Flexible, client-led engagement allowing people
to pause and return to advice when ready

Referrals continue to grow year-on-year, with client
numbers rising by 5% compared to  2023/24.   

MaPS-funded community debt advice
Our mainstream project for anyone facing problem
debts, this service is primarily delivered via telephone
appointments. 

However, we do offer face-to-face and video advice for
clients who are more vulnerable or would otherwise
struggle over the phone. Despite the strict targets of
this project, we pride ourselves on providing
personalized, holistic support to all debt clients.

We saw a sharp rise in clients needing a 60-
day Breathing Space to suspend or prevent
enforcement action by creditors last year. 

While gas & electricity, rent and council tax
arrears remained the number one problem
debt, we also saw a rise in people struggling
with credit cards, water debts, and mortgage
arrears. 

This is a clear sign that many people across
our society are affected by the cost of living
crisis, and are unable to afford their essential
everyday bills.

Our debt advisers achieve incredible financial
results for our clients, and also provide
support to build a more stable future.

Debt & 
Money 
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50% 
of debt clients have a
deficit budget where
income does not cover
essential outgoings

As well as advising on debt options, we also

help our clients with:

drawing up up a detailed household budget

ways to maximize income

money-saving tips. 



Case study - Stacey*
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Stacey*  was referred to the Money &
Mental Health project by her support
worker. She was extremely vulnerable,
having been the victim of domestic
abuse, suffering from her own mental
health conditions and also being a
single parent of two children, one of
whom has severe disabilities.

The debts people are facing

Percentage of  debt clients

Rent arrears

22%

20%

Council Tax 20%

Water 12%

There were engagement issues due to Stacey’s difficulty in being able to attend appointments
because of the demands of her children, but we continued to touch base on a regular basis and
work with Stacey towards her chosen debt solution of a DRO.

This was not a straightforward case, with many aspects requiring further research and
clarification, but we eventually submitted the DRO application and Stacey was discharged from
£20,000 worth of debt.

“Honestly I couldn’t have done
this without all your help and
support along the way, thank
you so much for everything ☺️
it’s greatly appreciated.”

£1.2 million
 financial outcomes 

in 2024/25



Across our service, housing &
homelessness remained the second
biggest topic by number of enquiries.
Issues raised include:

Affordability 
In most areas of North & West Kent, 
there are no private properties available
where the full rent would be covered 
by the Local Housing Allowance rate,
meaning clients have to top up their
benefit payments or risk falling into rent
arrears.

Suitability
Overcrowding, no disabled access, damp
and mould are common issues. 

Lack of social or affordable housing
Clients face the uncertainty of being stuck
in temporary accommodation for many
months – sometimes even years. 

No Recourse to Public Funds 
Many clients have come to the UK on a
skilled work visa, but if their job offer falls
through or relations with their employer
break down, they have no way to keep a
roof over their heads. 

More than 2,400 
Clients sought help 
with housing issues

Housing &
Homelessness
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Our Projects &
Funders:

We’re extremely grateful for the
support of all our funders for the

continued development of our
housing and homelessness advice

services:

HPP (Homelessness Prevention
Project) 

funded by the National Lottery
Community Fund

Homelessness Prevention in
Tunbridge Wells Borough 

funded by 
The Hollick Family Foundation

Homelessness Prevention  
funded by 

The Nationwide Foundation

Specialist Housing Legal
Representation  

funded by the Access to Justice
Foundation’s ‘Improving

Outcomes through Legal Support’
programme





3 Pillars for Impact 

     Expert Advice & Representation
CANWK provides free legal advice on immigration and
asylum to people across Kent and the South East.

Representation at all levels from First-tier Tribunal,
Upper Tribunal, and Court of Appeal.  
Since launching our Legal Aid service we have
supported clients including survivors of trafficking,
domestic abuse, and LGBT+ persecution along with
unaccompanied children. 

     Building Resource and Resilience 
As the leading provider of free immigration advice in
the South East, we:

Share expertise with partners to strengthen the
sector. We supported Samphire and Hong Kong
Aid to achieve IAA Level 3 accreditation, doubling
capacity in Kent’s non-profit expert advice sector
Operate with a diverse team, over half of whom
are migrants, bringing lived experience to our work

                                                                                                       

     Campaigning for Change 
We advocate for fairer systems through   

Membership of the South East Strategic Migration
Partnership
Contributions to the All-Party Parliamentary Group
on Migration
Calls for faster asylum decisions, simplified NRPF
processes, and better accommodation policies
Advising on Hong Kong migration and contributing
to the 2025 APPG Digital Report    

Kent faces one of the most acute

shortages of free legal advice on

immigration in the UK, and the county has

been described as an “advice desert”. 

In 2023–24, only 23% of people eligible for

Legal Aid across Kent were able to access

support, leaving over 7,000 without
access to representation. 

This includes nearly 500 unaccompanied
asylum-seeking children, the highest

number of any local authority in the

country. 

We are working hard to expand the

availability of free, independent, expert

advice across the region, along with

shaping policy, amplifying migrant voices

and campaigning for a more just and

humane immigration system. 

Immigration 
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Expanding free legal
advice across Kent

1

2

3





Energy Advice 
62% of our clients supported were experiencing fuel
poverty, spending >10% of income after housing  on
energy.  

Our advisers provided practical guidance on energy
efficiency, alongside income maximisation, benefit
checks, and referral to specialist services such as FCA-
accredited debt advice as required.

Carbon Monoxide Awareness  
This year, we delivered more than 600 appointments

helping clients understand the risks of carbon
monoxide poisoning and providing detectors where

needed. 

This simple intervention can be life-saving, and we
continue to explore ways to expand this service.

Energy Casework  
Our fully qualified specialist casework team supported
230 clients with complex energy issues, including
negotiation of energy debt, supplier complaints and
referrals to the Energy Ombudsman.  

We also helped clients access grant funding through
suppliers’ customer assistance schemes.

Energy Outreach
Through group presentations, stalls and individual
appointments in community settings, we connected
with over 400 new clients from hard to reach groups.  

Outreach continues as a vital part of our strategy,
ensuring those who may not otherwise seek help are
aware of the support available 

Energy
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The harsh reality of soaring energy prices is
many households being pushed into fuel
poverty. More people than ever are facing
an impossible choice between heating their
home and meeting other essential needs. 

In response, our Energy Advice team
expanded its reach and impact. Through
four targeted projects, we provided tailored
support to hundreds of vulnerable clients,
helping them manage energy debt,
improve efficiency, and access vital
financial help. Our work not only eased
immediate hardship but also empowered
people to build more stable, sustainable
futures.

Over 1,100 people
reached 

In Fuel
Poverty 62% 

a 51% increase from 2023/24



Case study - Vicky*
This client came to our office in the Dartford
Civic Centre in great distress over her energy
bills. Our Meet & Greet Adviser supported her
to use the video advice kiosk, where she was
able to speak to an Adviser straight away.   
 
Following an initial exploration, Vicky was
referred to one of our Energy Caseworkers,
who was able to provide more in-depth advice
and support. 
 
Vicky explained that she had recently moved to a new privately-rented flat . When she moved in,
she had tried to open an account with a new energy supplier, but had been told she could not
switch suppliers as she had an existing debt on her account from her previous property, totaling
£1,800. She had been unaware that she owed this money and, as a single mother with 3 young
children living on a low income, had no way to pay the debt. 
 
With her permission, our Energy Caseworker advocated on her behalf with the energy company.
Using meter readings provided by Vicky, we were able to make a complaint against the energy
provider for incorrect billing. This resulted in reducing the debt to £100, which Vicky was able to
pay. She was delighted with this result, and now feels more empowered to deal with suppliers in
future.    

£16k 
Fuel debt 

written-off 
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  £740k  
in financial
outcomes  

225 
Crisis fuel vouchers 

7,000
issues

addressed  



Welfare
Benefits 
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We help those in need overcome
barriers to accessing the support they
are entitled to. 

We can help with everything from form-
filling all the way through to
representation at tribunals. 

Ongoing funding from the Access to
Justice Foundation has enabled us to
provide support for vulnerable clients
with the most complex benefits appeal
cases.

The continued roll-out of Universal
Credit (UC) to all benefits claimants
meant issues surrounding the managed
migration onto UC and managing UC
claims were top of the list of enquiries
from our Clients in 2024/25, with a
235% increase year-on-year. 

The UC system, which largely relies on
claimants using an online journal to
manage their claim, is confusing and
hard to navigate for many people,
especially the digitally excluded and
most vulnerable. 

We also saw a sharp rise in queries
relating to council tax support
entitlement, which can vary dramatically
for those who were previously claiming
tax credits. Many clients are left with
much higher council tax bills to pay now
they’re on UC. 

Almost 4,000
clients

450
Appeals

At a glance

with benefits issues

Additional benefits
to which they were
entitled

processes support

£2.6 million

The gentleman who dealt with my case
was simply amazing and so helpful, I am
so grateful to your team and all your
support
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Financial Review &
Accounts
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Independent Auditor’s Report

Reasonable assurance is a high level of
assurance, but is not a guarantee that an audit
conducted in accordance with ISAs (UK) will
always detect a material misstatement when it
exists. 

Misstatements can arise from fraud or error and
are considered material if, individually or in the
aggregate, they could reasonably be expected to
influence the economic decisions of users taken
on the basis of these financial statements.

Irregularities, including fraud, are instances of
non-compliance with laws and regulations. We
design procedures in line with our
responsibilities, outlined above, to detect
material misstatements in respect of
irregularities, including fraud. The extent to
which our procedures are capable of detecting
irregularities, including fraud, is detailed below.

We obtained an understanding of the legal and
regulatory framework applying to the charitable
company, and the procedures that
management adopt to ensure compliance, and
have considered the extent to which non-
compliance might have a material effect on the
financial statements, and in particular we
identified: the Charities Act 2011 and Charities
SORP FRS102.

We have also identified other laws and
regulations that do not have a direct effect on
the amounts or disclosures within the financial
statements, but for which compliance is
fundamental to the charity’s operations and to
avoid material penalties, including employment
law, health and safety law, GDPR and data
protection regulations.

Having reviewed the laws and regulations
applicable to the charity, we designed and
performed audit procedures to obtain sufficient
appropriate audit evidence. 

Specifically, we:

Assigned an engagement team to the audit
with particular familiarity in dealing with
charity and not-for-profit organisations;
Obtained an understanding of the charity’s
procedures for ensuring compliance with
laws and regulations;
Obtained and reviewed internal policies and
procedures and external guidance;
Made enquiries of management and the
Board of Trustees regarding whether they
were aware of any actual or suspected
incidences of non-compliance with laws and
regulations.
Obtained and reviewed meeting minutes;
Reviewed the National Citizens Advice
quality report for the year;
Reviewed legal expense accounts to identify
costs which may indicate possible legal or
regulatory issues; and
Reviewed the completeness and accuracy of
associated disclosures made in the financial
statements.

We assessed the susceptibility of the charitable
company’s financial statements to material
misstatement and fraud. The key risks identified
were in relation to income recognition and
classification resulting in its overstatement or
distortion of the figures through
misclassification, the recognition and treatment
of restricted funds and the allocation of staff
and support costs to charitable activities
potentially resulting in misallocation of costs.
Audit procedures performed by us included:

Assessing the systems and controls in place,
and whether any weaknesses were
identified which could suggest or allow
fraud;
Tested journal entries to identify any
unusual transactions;



http://www.frc.org.uk/auditorsresponsibilities
































Notes to the Financial Statements

MOVEMENT OF FUNDS continued

Access to Justice
The Access to Justice Foundation provided grants to increase provision of both generalist advice and
specialist advice for benefits and housing, help avoid unnecessary court proceedings and help
prepare litigants in person for proceedings where necessary.

Hong Kong Brits Overseas
This includes various grants from Kent County Council (KCC), DUHLC and the South East Strategic
Partnership (SESPM) in relation to provision of advice and support to Hong Kong residents who have
had to emigrate to the UK and help build strong relationships with local Hong Kong communities.

Household support
Grants were received in the year from Gravesham Borough Council and Tonbridge and Malling
Borough Council to support local residents struggling with the cost of household essentials such as
food and fuel, through the provision of advice and vouchers 

Glasspool Household support
A grant was received in the year from The Glasspool Charity Trust to support local residents in
financial hardship. With this funding we purchased essential household goods, including washing
machines, fridge freezers and carpets.

Housing
In the previous year restricted funds were received from the Nationwide Community Fund and the
Hollick Trust to help prevent homelessness.

Kent Money Advice Hub
Grants were provided by Kent County Council through their Helping Hands and Financial Hardship
programmes, to continue the development of the Kent Money Advice Hub project; increasing access
and availability of money advice and debt advice throughout Kent.

Money Advice
A restricted grant provided by Citizens Advice on behalf of The Money & Pensions Service to deliver
specialist debt advice and casework services.

National Lottery - MISP/MASS immigration project
A grant received from the National Lottery Community Fund to improve access to and increased use
of immigration advice services by migrant communities.

National Lottery - PATH/HPP housing project
A grant received from the National Lottery Community Fund to provide advice on housing, debt and
benefits to help prevent homelessness.
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