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Joint Bureau Half Year 2019/20 Report for                   
South Cambridgeshire District Council

Figures and case studies have been provided by Citizen Advice North Herts, 

Suffolk West CAB, Cambridge and District CAB and Uttlesford CAB.

Summary of key statistics (brackets indicate the number at the half year 
report last year):

South Cambridgeshire DC people seen = 3,107 (3,270)

Questions answered/ advice issues = 7,469 (7,044)  

Amount of work generated by them = times seen (most need more than 
one session to get to point of resolution) = 4,681 (4,596)

Financial outcomes:  

Income gains and money restructured for clients = £1,904,062 
(£989,772)

Added funding (not client money) levered with SCDC grant to do work in 
the area e.g. Lottery and other grants = £230,040 (£157,829. This does 
not include the SCDC grant)
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Issues by age:

Under 25 = 8.4% of issues
1 Debt
2 Benefits and Tax credits
3 Universal Credit
4 Housing
25‐64 = 80% of issues
1 Benefits and Tax Credits
2 Debt
3 Universal Credit
4 Housing
65+ = 9.2% of issues
1 Benefits and Tax Credit
2 Debt
3 Housing
4 Utilities
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Homelessness prevention:

Case studies:

1) Mr D was in receipt of ESA and his partner was about to move in with him. Both had health 
problems and both were in receipt of disability benefits. They wanted to know how to 
manage a benefit claim and whether they had to claim Universal Credit.  His partner had 
recently claimed Universal Credit in another area. 



5

The benefits case was complex and we sought advice from CPAG. We advised his partner, Miss V, to 
terminate her claim for UC. We also advised Mr D that as a single person he should have been in 
receipt of severe disability premium which would have significantly increased his benefits during 
that time and that he was entitled to have this backdated. 

We assisted him to claim ESA as couple as both clients were disabled and therefore should not have 
to claim Universal Credit. Their income trebled. We also assisted the claim for a backdate of benefit 
which should result in a lump sum payment of thousands of pounds. We contacted the council to 
ensure Housing Benefit and Council Tax Reduction stayed in payment. The clients advised that they 
were very  happy that they stayed on ESA and with the support offered. 

2) Client is 62 yrs old, and lives on her own in sheltered accommodation. She has rheumatoid 
arthritis, depression, and occasional ulcerated colitis. She was shaking most of the time 
when seen and tearful in the interview. She lost her Personal Independence Payment in 
August 2018, and was supported to appeal this decision.  We produced a submission to the 
tribunal which resulted in the decision being overturned by the tribunal reviewing the 
paperwork on the morning of the hearing in April 2019.  They notified the client that they 
were awarding standard rate Daily Living component, and she did not need to attend.  The 
client was happy with this result.

3) A longstanding client with serious mental health problems, who has difficulty dealing with 
documents and processes, came in to see us because her benefits had stopped.  A 
considerable amount of time was spent unravelling why this had happened, and it was 
helpful that Citizens Advice in Haverhill share the local authority offices with the Jobcentre.  
After reaching the conclusion that it was not possible for the client to go back on to Income 
Support because she no longer had any caring responsibilities we supported her to claim 
Universal Credit.  We are continuing to provide regular support to try and ensure that she is 
able to manage being on this benefit, as well as appealing the decision to suspend her PIP 
application because she did not attend the assessment. 

4) Susan (not her real name) attended an appointment at one of our GP outreach sessions after 
a referral from her doctor. She suffers from various chronic health conditions which affect 
her mobility and her ability to care for herself. She had been on Disability Living Allowance 
(DLA) but had been asked to re‐apply for Personal Independence Payment (PIP) as her DLA 
was to be stopped. She had filled in the PIP application and attended a medical assessment. 
The outcome of this was that she was only awarded a small amount of points, which was not 
enough for an award of PIP. Susan came to CAB for help to appeal this decision. Our adviser 
explained the appeal process to Susan, including her next steps, and that appealing can be a 
lengthy process. A Mandatory Reconsideration of her PIP application was written and 
submitted by our adviser. Following this, Susan did not hear anything from the Department 
for Work and Pensions (DWP) for many weeks; this issue was then chased by our adviser on 
numerous occasions. The decision was finally changed by the DWP before the appeal stage 
and Susan’s PIP was awarded early with no need to continue with the appeal. Susan was also 
awarded backdated PIP payment back to the date of her initial claim.
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Feedback:

 ‘At the time that I approached CA I was in a very difficult place. Unable to see a 
way out, I was guided every step of the way and all of the many problems that I 
was incapable of dealing with were taken over by your advisors who went above 
and beyond the call of duty. I can never repay all the help and support I have 
received but will be eternally grateful and will do everything I can to support your 
work in the future that I now have. I have asked a good friend to help me compose 
this, which expresses my feelings entirely. Thank you.’

 ‘The team  have always helped me when I’ve found myself isolated in the system. 
Everyone is really on board with advice. All my questions are answered and a 
resolution is always given at the end of appointments.’

 ‘I had been trying to make contact with my electricity supplier (by telephone, 
email and letter) for 6 months without success. The staff at Citizens Advice 
contacted them direct and arranged for them to contact me. My problem (I 
wanted to setup a new Direct Debit) was resolved within 24 hours following the 
intervention of the staff at Citizens Advice. Many thanks.’ 

 ‘The lady who dealt with my case was both kind and helpful and I left feeling so 
much calmer and a lot less worried than when I arrived.’

 I’m so glad I went to the CAB. The lady who helped me was lovely and very helpful and 
knowledgeable. She made it so easy to understand and solved my problem straight away. I 
didn’t feel judged at all. All in all I would always turn to the CAB for help and would advise 
others to do the same. They provide a great service and are always helpful and kind

 Always impressed with the patience you have and the quality of your service

 I was so very happy with my consultant who went over and above to help me just that I was 
delighted with the help and guidance I received from my adviser who I felt went that extra 
mile to help. the result was writing to the ombudsman who took up my complaint and 
happily resolved the issue.

 Hi there Just to say that the times that I have been to the CAB, your workers have been 
absolutely brilliant. The case that they have helped me with, has been a big win for me .I 
shall be popping in this week and let them know of the great news :) Many thanks


