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Figures, case studies and client feedback have been provided by the 4 

supported by SCDC:  

 Citizens Advice North Herts 

 Citizens Advice Suffolk West  

 Cambridge and District Citizens Advice Bureau 

 Citizens Advice Uttlesford 

 

 

Summary of key statistics: 

South Cambridgeshire DC people helped = 5,151 

Amount of work generated by clients = times seen (most need more than one 

session to get to point of resolution) = 9,365 

Questions answered/ advice issues = 11,194 

Of those questions asked the top topic areas:  

Welfare rights = 3,640 

Debt and money advice = 1,862 

Housing = 1,139  

 

 

Income gains and debts written off for clients:   

Total =   £2,662,467 
 

 

 



2 
 

 

 

 



3 
 

 

 

 



4 
 

 

 



5 
 

 

 

 

 



6 
 

 

 

 

 

 



7 
 

 

 

 Case Studies  

a) Client A was diagnosed with a form of Autism as a teenager.  She 

endeavours to live as independently as possible, but needs help with daily 

living (cooking, managing money, travelling) and decision making.  However, 

she is able to work/volunteer.  

Client A received Disability Living Allowance for many years, but this was withdrawn 

in 2018. Her complex care situation is difficult to explain on an application form - as a 

result, her application to be transferred onto Personal Independence Payment was 

turned down.  Client Ahad been managing without this extra income for several 

years. 

 A friend recommended that Client A should contact Uttlesford Citizens Advice for a 

general benefit check and advice. 
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One of our disability benefits volunteers visited Client A and members of her family 

to help them complete the complex application form for Personal Independence 

Payment, which was initially turned down again. We disagreed with the decision, so 

requested a reconsideration.  Over the next five months, we worked with Client A's 

family, her GP and consultant to gather extra medical evidence to support the claim.  

On reconsideration, the claim was approved. Client A was awarded £128.65 a week 

and received a back payment of over £9,000.  Furthermore, she can now apply for 

passported benefits, including a bus pass, discount on their road tax, housing benefit 

and warm homes discount. 

 

b) Client B arrived at Stansted Airport having left Ukraine - he was confused as 

he thought he was arriving in London.  Our adviser met him at a location in 

Stansted to provide support.  As a doctor, he expressed a preference for 

settling in Cambridge, so he could find work at Addenbrookes.   

Working with a volunteer translator, we assisted him with making an application for 

Universal Credit and a homelessness application to Cambridge City Council.  We 

helped him open a new bank account and provided him with a free SIM card.  Over 

the next two weeks, we worked together to explore housing options - private rental, 

local hosts, and social housing.  With our help and the support of Cambridge City 

Council, Client B is now settled in a private rental and working in Cambridge. 

 
c) Client C is in his 60s and has been living alone in a caravan. Until recently, 

he was working part time. As a result of an incident at work, he sustained a 
long-term head injury which causes him memory loss. He was referred by the 
DWP to Cambridge Citizens Advice because he was finding it hard to survive 
on his income and needed help with claiming Universal Credit. He has debts 
of £5,000 which he had been paying off slowly. Debbie worked closely with 
Client C over several weeks to help him improve his finances and to set him 
on the path to finding affordable, secure long-term accommodation. 

 
He explained to Debbie that he was concerned that he would not be able to keep his 
space on the caravan park once the summer season was underway. He had been 
offered an alternative pitch on a farm but there were no washing or toilet facilities on 
site. He had applied to the Council’s Home-Link service to be re-housed but had 
been unable to find suitable single accommodation and was no longer registered. He 
explained that he had used the internet to try and find private rental space but had 
had no success, possibly due to his age and medical condition. He was still hoping 
for a social housing solution as it would be more affordable. 
 
Debbie then contacted the local authority housing department on his behalf to 
ensure he was reinstated on Home-Link.  Client C soon let Debbie know that, as he 
had feared, it had no longer proved possible for him to remain on the caravan site 
and being now homeless, the Council had placed him in temporary hotel 
accommodation.  
 
Debbie suggested that he keep her up to date on his ongoing search for 
accommodation. Following her advice, he had been able to obtain letters from his 
GP to share with the Council housing department relating to his medical condition to 
support his need to find single accommodation. He was soon able to report that he 
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was about to be re-instated on Home Link to continue the search for a permanent 
home. She suggested that he make it clear to his housing officer that his job had 
come to an end, further reducing his income. She provided him with a list of 
questions to raise with the Council, including how to apply for Council Tax Reduction 
and whether he would be eligible for the Rent Deposit Scheme or other local 
authority discretionary payments.  

Debbie arranged to call Client C the following week for progress on his situation, 
having referred him to the local branch of the P3 charity for specialist help with his 
housing needs. They allocated a support worker to assist Client C with his search as 
he was still in emergency hotel accommodation.  

He also told Debbie that he was finding it difficult to find a new job due to his age and 
medical condition. Once he had found a permanent home, she explained that his low 
income would entitle him to Housing Benefit to reduce his rent. In terms of his debts, 
she advised him to ask his bank to put a hold on his monthly credit card debt 
repayments until he had put his finances on a sounder footing. As Client C had now 
reached pensionable age, she offered to look again at his budget to find ways to 
boost his income. As a result of this check, she was able to help him apply for 
Pension Credit as his current circumstances would make him eligible for this benefit. 

Throughout her contact with Client C, Debbie continued to liaise with his P3 support 
worker. They agreed that housing advice would become P3’s responsibility and she 
herself would focus on Client C’s benefits and debt management. At this stage, 
Client C was back in touch to say that he was still in temporary accommodation and 
was feeling frustrated as it was hard for him to eat properly on his very limited 
income and there were no cooking facilities at the hotel. He was still confident of 
finding work and had begun looking for his own accommodation. Debbie advised him 
that if he left the hotel he could be found to have made himself intentionally 
homeless and would find it more difficult to be offered permanent social housing by 
the Council. In the interim, she provided him with information about where to access 
free meals and arranged with his P3 support worker for him to receive a small 
supermarket food voucher. 

Although still to be resolved, Client C’s situation has slowly improved thanks to the 
ongoing help he has received from Cambridge Citizens Advice, in tandem with the 
P3 housing support charity. 

Client feedback 

 Dear Usha, just a massive thank you to you for taking the time to discuss my 
situation and supply all the information required via email.  As mentioned I am 
more than happy with your help and information supplied. Please forward a 
link if you would like me to fill in a survey or a recommendation about the 
service I have received.  Thank you again. Client D  

 

 I can't begin to explain the weight that has been lifted. Thanks for everything 

and for all your advice. 

 I'm so grateful to you for all your support as you were so patient with me when 

I was having a nervous breakdown !!! 

 You are making the world a better place : ) 

 Times are very hard, debt has occurred totally out of my control your help is 

so very much appreciated. 
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 "Thank you so much for this. I would have struggled to do it without all of your 

help." 

 Thank you so so much for all this information.  As I said to you yesterday on 

the phone, I am so grateful for all your support, help and advice. It really does 

make a difference for me. 

 You are a superstar and I am forever grateful 

 “Obviously haven’t studied this yet but it looks amazing. It was really great 

talking to you today. Exactly what we needed. Inna asked me straightaway to 

forward your details to her Ukrainian friend!!” 

 Just want to say a big thank you for taking the time to talk me through 

everything and give me guidance she was more then helpful and my account 

is set up just need to do the interview now, again I can’t thank you enough 

brilliant communication skills and very well-mannered thanks again. 

 
Volunteer Thankyou 

Subject: Thank you & Goodbye 
  
Dear Sheila, 
  
Please could you circulate this message to everyone at the Cambridge CAB. 
  
I just want to express my gratitude to everyone at the Cambridge Citizens Advice 
Bureau for making my volunteering experience so fulfilling and invaluable. I have 
learned so much from all of you, and I am grateful for the opportunity to have worked 
alongside such a dedicated, helpful, and passionate team. I feel truly privileged to 
have been part of a team with a common commitment to helping others and making 
a positive impact in the community. 
  
I would also like to extend a special thank you to those who have supported me 
throughout my time here, offering guidance and encouragement. Lastly, I would like 
to express my gratitude for the beautiful orchid gift and note that arrived at my home 
yesterday. It was really a really thoughtful and touching gesture and I will be 
treasuring and taking very good care of it! 
  
As I move on to new opportunities, I will carry with me the lessons and experiences 
gained at the Cambridge Citizens Advice Bureau. 
  
Thank you everyone at Cambridge CAB, and I wish you all the very best. 
  
Warmest regards, 
  
Client E 
 

 


