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Section 1  Executive summary 

This report contains information on the work of the South West London Benefits Project 

during the twelve months between January 1st and December 31st 2016.  Of particular note is 

the increase in numbers of patients helped by the project and the increase in the proportion 

of patients needing longer term, in-depth casework support: Over the period we helped 718 

individual cancer patients, or people supporting someone with cancer, and 63% of these 

patients received specialist casework support. There is  clearly a high demand for the service 

and during the forthcoming year we hope to increase our capacity to meet additional 

demand. 

The South West London Benefits Advice service was launched in January 2014 with 

agreement from Macmillan to fund a one year pilot. The project built on existing and 

longstanding (separate) projects delivered to people affected by cancer at St George’s 

Hospital (by Citizens Advice Wandsworth) and Croydon University Hospital (Citizens Advice 

Croydon). The two local Citizens Advice agencies came together and developed a single South 

West London service, extending reach to Kingston and Epsom & St Helier hospitals, shifting 

initial assessment and referral to an online form and single phone number. The service was 

extended  to cover patients at Trinity Hospice, Clapham in 2015. Funding has been extended 

annually and the current service is funded until December 2017. Therefore, following the 

intial pilot service, this is our second full annual report. 

This report demonstrates the service’s continued development and to some extent it’s 

establishment as a stable and valued service. We have made efforts to maintain the strong 

links that we built with our partners (despite changes in staff) both by arranging additional ad 

hoc meetings and by remaining responsive to feedback and requests for information. We 

have made the data we provide even more accessible to our audiences by using language 

that makes sense to both hospital staff and advisers. We have provided more detail about 

patient referrals, by providing additional information about where patients are currently 

being treated. Our advisers now provide individual summaries in our quarterly reports about 

their outreaches, and talk through these with our partners at steering group meetings. We 

are grateful to our partners for their input at these meetings and their continued support of, 

engagement with, and commitment to the service. 

We have also maintained our profile within the hospitals and worked with GP surgeries to 

increase the awareness of our service. Our advisers have continued to give presentations and 

talks to hospital staff. Gill Wilson, one of our Croydon Welfare Benefits Advisers has been 

raising awareness of the service at GP surgeries in the Croydon area with our posters and 

leaflets and by encouraging patients to return to their GPs with information about the service 

and how it has helped them.  

We have responded to feedback and changed our publicity to make it more accessible. We 

discovered that some patients were put off by the term ‘welfare benefits’ and so we changed 

our publicity to ‘need advice around about finances?’ Changes to our leaflet and website now 
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make it clearer what clients can expect from us.  Leaflets and posters continue to be available 

in all hospitals and enable patients to contact our service directly on the advertised helpline.  

This year we also changed the way that we seek feedback from clients, by holding regular 

client feedback events at each hospital. The feedback we received showed very high levels of 

satisfaction with the service and the importance to patients of the availability of in-depth 

casework support. We report on this more fully later in this report.  

Overall the service has been reported as invaluable to the patients who used it. We know 

from Macmillan’s own research that four in five (83%) people are, on average, £570 a month 

worse off as a result of a cancer diagnosis. Our service goes some way to helping clients get 

the financial help they are entitled to. For every pound invested in the South West London 

Benefits Advice Service approximately £10 of additional income was generated for patients. 

For some patients the extra money is needed to cover the basic necessities of life: 

There have been a number of reports over recent years detailing the positive effect that 

social welfare advice can have on both physical and mental health. A report by Advice 

Services Alliance and the Low Commission in 2015 provided a comprehensive round-up of 

the links between advice and health outcomes. The report concluded: 

 “The pressures on the NHS are increasing, with demand growing rapidly as the population 

ages, and long-term conditions as well as widening health inequalities becoming more 

common. Welfare advice interventions can deliver a range of health-related benefits, such as 

lower anxiety, better general health and more stable relationships and housing. These are all 

in addition to people having debt written off, not losing their home and greater annual 

income – the primary outcomes of advice.”  

We are proud of the feedback we have received from our clients and the interventions that 

we have been able to make.  In particular patients feel supported and value the time and 

experience of our advisers, overall reporting reduced levels of stress and in some cases 

clients have told us they feel this has benefitted their health.  

 

 

 

‘The weight off your shoulders 

knowing you only have to pick 

up the phone and they call us 

back and say you have to do this 

this and this. It’s like an umbrella 

protects us, takes the weight off 

and improves your health’. 
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Section 2  What the project has achieved / how we helped clients 

During 2016 718 individual cancer patients, or people supporting someone with cancer, were 

given advice, information and casework support by our team. This total exceeds the number 

of patients seen in previous years. Many of these patients had multiple appointments. 

 

 

Depth of help 

The depth of help needed by patients continues to be high with 63 percent of clients receiving 

specialist casework support. This is due to both the complexity of issues faced, and the 

capacity of clients to manage their own affairs. Our patients tell us that when they have are 

being treated for cancer “It is harder to deal with the practical things in life” and this is the 

type of support they need. Chart 1 below shows that the majority of clients received 

speacialist casework support.  
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Chart 1: Depth of help provided 
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information and
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Specialist casework

“This gentleman helped me 

greatly, I couldn’t have done it 

without Macmillan’s help, as I 

couldn’t cope with filling in 

long and complicated forms, I 

could barely write at the time… 

I just was very shaky and 

couldn’t write and was in no fit 

state of mind to fill in a simple 

form, let alone a complicated 

one” 
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However, everyone is different and patients need help at 

different stages of their cancer pathway.  Our advisers are 

careful to empower patients, where appropriate, and 

enable patients to maintaing their sense of independence 

and control. 21% of patient issues were resolved with 

information and signposting. In some cases this means 

that patients are able to make applications for benefits 

themselves and patients may prefer to do this. We do not 

record the outcomes of one off information and advice, but 

patients are aware that if they have problems they can 

come back to us. This means that the potential financial 

outcome is not recorded in our statistics. For this reason 

our financial outcomes are an under estimate of the income gains generated by our service, 

including our signposting service. 

Client contacts 

Most contact with patients takes place over the telephone. Although we offer face to face 

appointments, many patients find it more convenient to talk over the telephone. Advice can 

then be confirmed in writing. Nevertheless our outreach service is valued by patients and we 

continue to offer around 16 face to face appoints a week over seven locations. 
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Now I feel empowered, I will 

get advice earlier next time. I 

know there is help, and that I 

can deal with things. 
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Type of advice 

The vast majority of the information and advice we give relates to benefits, as illustrated in 

the chart below.  Chart 4 breaks down the specific benefit issues we most commonly deal 

with. 

 

 

 

 

 

 

 

  

 

 

‘Macmillan open the doors to the benefits, DWP send you round in a.circle’. 
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Chart 4: Main benefit issues advised on 

Advice categories summary 
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Outcomes 

The table below shows the extent to which we maximised income for clients through benefit 

advice and information. In addition, during the project year we supported 100 clients to make 

successful Macmillan grant applications. This represents a 150% increase in grant 

applications and led to awards totalling £38, 410, helping patients to buy essential items from 

food liquidizers to wigs. 

Category Outcome 
Number of 

Outcomes 
Total £ amount recorded 

Income gain Application made to govt 

scheme for financial 

help/energy efficiency measures 

1 £776 

Benefit / tax credit gain - a new 

award or increase 

364 £1,274,002 

Benefit / tax credit gain - award 

or increase following revision or 

appeal 

23 £72,848 

Benefit / tax credit gain - Money 

put back into payment 

12 £30,566 

Benefit / tax credit gain - 

overpayment reduced or not 

recovered 

1 £14,747 

Charitable payment 20 £8,487 

Macmillan Grant 100 £38,410 

Financial gain 1 £633 

Other (financial) 13 £63,366 

Total  £1,503,835 

Other Benefit / tax credit maintained 2 £15,209 

Debt write off - other 3 £18,592 

Financial situation stabilised / 

debts under control 

2 £993 

Free or reduced charges/costs 1 £108 

Other 3 £360 

Not recorded 1 £400 

Total  £35,662 

Overall total £1,539,497 

We also assisted 12 patients to get Blue badges and one client obtained road tax exemption 

and help clients to obtain bus passes, negotiate with employers and with creditors and 

provided initial advice on housing. As a result of our interventions homelessness was averted 

for one client and another client was rehoused 

In summary, for every £1 that was invested by Macmillan in this project 

approximately £10 was raised for clients. 
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Section 3:  How we have worked with the different hospital trusts 

We have continued to work with hospital staff and the Macmillan staff in the Cancer 

Information and Support Centres across the four hospital trusts and Trinity Hospice. Referrals 

by hospital trust appear to reflect the size of the hospitals and the areas they serve. Trinity 

Hospice is our newest outreach service. Trinity Hospice became involved in the project in 

Autumn 2015. After a slow start we are hoping to see an increase in referrals from Trinity 

Hospice. The table below provides a breakdown of referrals by hospital trust. 

New referrals by Hospital Trust 

Hospital Trust Q1 Q2 Q3 Q4 Total 

Croydon University NHS trust 43 40 30 34 147 

Kingston NHs Trust 11 9 22 19 61 

Epsom and St Helier NHS trust 22 15 16 17 70 

St George's NHS trust 61 62 68 70 261 

Trinity Hospice 4 10 5 5 24 

Out of area 7 8 11 12 38 

Not recorded 10 11 10 9 40 

Total 158 155 163 166 642 

 

Whereas the previous table indicates the number of new referrals coming from each hospital, 

the table below shows how many of those new referrals had help with in depth advice or 

casework at each hospital.  

In depth work undertaken by Hospital Trust 

In depth work undertaken per hospital Q1 Q2 Q3 Q4 Total 

St George’s NHS Trust 41 51 41 47 180 

Croydon NHS Trust  47 40 30 34 151 

Epsom and St Helier NHS Trust  28 13 16 17 74 

Kingston NHS Trust  8 5 17 16 46 

Out of Area  8 8 9 11 36 

Trinity Hospice 5 7 3 2 17 

Unrecorded 2 0 5 7 14 

Grand Total 139 124 121 134 518 
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In many cases, and particularly in the case of Royal Marsden Hospital, patients are being 

treated at a different hospital from the referring hospital. We have decided to monitor and 

report this information to gain a better understanding of patients’ needs and how and where 

to provide our advice, with a view to ensuring that our service is accessible. With this in mind 

we will also begin to record and monitor, per hospital, the location of face to face visits or the 

fact that patients have preferred appointments over the phone. The table below provides 

details of current information about where our patients say they are being treated. 

Hospitals where patients are being treated Q1 Q2 Q3 Q4 Total 

SWL Mac - Croydon NHS Trust (treatment) 14 11 10 14 49 

SWL Mac - Epsom and St Helier NHS Trust 

(treatment) 

13 

7 6 

6 32 

SWL Mac - Kingston NHS Trust (treatment) 4 5 15 12 36 

SWL Mac - Out of Area (treatment) 11 8 8 12 39 

SWL Mac - Royal Marsden (treatment) 48 35 42 31 156 

SWL Mac - St George's NHS Trust (treatment) 40 41 31 48 160 

unknown 9 17 9 11 46 

Grand Total 139 124 121 134 518 

 

Quarterly reports providing comprehensive data were supplied to each project partner 

throughout the year and steering group meetings at were held at the different hospital 

locations to provide an opportunity to discuss the contents of the quarterly reports and the 

project provision generally. 

The information provided in the quarterly reports covers: the numbers of referrals; the 

number of referrals by treatment hospital; in-depth casework provided; method of referral; 

referral source; patient outcomes; cancer type and stage. These datasets are specific to the 

hospital trusts, and have therefore not been included in this whole-project report. 

We have also worked and met with the staff of individual hospitals to address particular 

concerns including IT access, making sure all outreach appointment are filled and introducing 

the Macmillan advisers to new members of staff to maximize awareness of the project. 

 

Our aims over the current year are to analyse the data from the different hospitals to better 

understand the differences in referral rates, referral methods and outcomes.  We will do this 

by analyzing demographic data and cancer type and stage, with the aim of tailoring our 

services to better match local need. 
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Section 4: What clients say about the service 

We have gathered service user feedback about the service in three ways: 

1) Through hosting two service user focus groups. The first took place in July 2016 at 

Kingston Hospital and the second was in October 2016 at St George’s hospital. A third 

event was planned for December 2016 but was rescheduled for March 17 to fit patient 

availability.  

2) Through a client satisfaction survey which was completed by users throughout the 

year.  

3) Through an online survey sent to health professionals in February 2017. We report on 

our results from this surveey in section 5. 

 

Service user focus groups 

We decided to host some new focus groups because we wanted to improve the way we seek 

feedback and involve clients in the service. Our focus was on finding answers to the questions 

in the table below, but we also wanted to use the opportunity to discover things that were 

important to clients that we might not have thought of.  

We used two research methods: 

1. Patient’s journey diagram: charting individuals stories in pictorial form 

2. Individual interviews 

We conducted the patient journey activity as a group, encouraging group discussion and an 

exchange of ideas and circumstances. Whilst the group activity was taking place we invited 

individual attendees to talk to us individually about their own personal experience.  

 

We limited the numbers of patients invited as focus group work best with between 6-8 

attendees. We sent invitations to patients, explaining the purpose of the event and what they 

could expect on the day. We followed up invitations with a telephone call to answer any 

questions and confirm attendance. For patients who agreed to participate, we sent a final 

confirmation letter with an outline of the day’s programme. Our first event was held at 

Kingston hospital on 1 July 2016. Six patients confirmed that they would attend, unfortunately 

only three of whom were able to make it on the day. We learned from this experience and 

invited more people for the second event at St George’s hospital. Five people attended this 

second focus group, which was held on 26 September 2016. A third event was held in Epsom 

on 7 March 2017 and our Croydon event will be held on 4 April 2017. 
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The first exercise: Mapping the cancer journey 

The diagram below is a copy of the design we discussed with patients, but patients were able 

to approach the exercise in a way that they were comfortable with. 

 

 

 

 

People approached the journey diagram in very different ways, some were brief, some 

detailed and some used it as a form of therapy wishing to discuss all the aspects. Thinking 

about the South West London Macmillan Advice service was useful to set against their 

journey. There was some very positive feedback and people were on hand to offer timely 

support with the exercise. The diagrams were a good focal point for discussion. 

 

Below are extracts from some of the patient’s own diagrams and some quotes from the 

discussion. 

 

 

 

 

It was so stressful, but Gill took the stress away. As a man I try to act better than I am, I won’t 

show how ill I am. This shoots me in the foot’. 

Family and friends can’t always 

help with advice about money. Or 

sometimes the are not around. 

“If someone tries to help you and 

they don’t know what to do…you 

need someone who can give the 

right advice.” 
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The different user events brought up different issues.  

Kingston  

At the Kingston event it was agreed that it would have been useful to have known about the 

service earlier and we used this feedback to reinforce our efforts to raise awareness of the 

service in hospitals and in GP practices. At Kingston each of the three patients had the 

opportunity to discuss their experiences individually. The individual stories confirmed the 

difference that the service made to clients. All three patients had struggled with the extra 

costs of cancer and all had benefited from increased income as a result of our intervention. 

Mr A had been self employed, successfully running his own removal business when he 

developed a long term illness. He had to give up his business, got divorced and had to sell his 

house and move. He had just begun to recover from these significant life changes when he 

was diagonosed with cancer. It was a tough time. He felt his finances spiralling out of control, 

he was paying for food he couldn’t eat and had extra travel costs for getting to hospital. The 

service helped him get a blue badge and welfare benefits, but what Mr A really valued was 

the way that the service was delivered: it was the kindness and the understanding and being 

able to feel relaxed talking to someone about personal issues that mattered most, feeling 

supported emotionally as well as practically. In his words: “Knowing that somebody cares, 

having a sympathetic voice and practical help all rolled into one and a sympathetic ear” 

Ms B was referred to the service when she went on sick leave. She hadn’t known she was 

entitled to Personal Independence Allowance and was using her savings. Although very 

academic, and studying for a masters degree, having cancer meant she wasn’t able to cope 

with thinking about benefits or filling out forms. She was very impressed with the service and 

Rodrigo helped her claim welfare benefits, including Personal Independence Payments, so 

that she didn’t have to use all her savings. Again, what made a difference to her was the 

support and kindness from an experienced adviser who made her feel comfortable talking 
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about her health and provided real practical support. In her words “it makes a wonderful 

difference, but I wouldn’t expect anyone from Citizens Advice to talk to me about my health 

and dealing with the practicalities”    

Ms C had been working when she was diagnosed with lung cancer and her wages were 

reduced to statutory sick pay. She was referred to the service and was helped to claim 

Personal Independence Payment and housing benefit. Then her cooker blew up and the 

adviser helped her apply for a Macmillan grant to replace it. Mrs C said she wouldn’t have 

know about this extra help and it made a huge difference to her; she was able to have her 

hair done, pay her bills on time and get the food she wanted. What Mrs C really appreciated 

was that she hadn’t known about any of the things she was entitled and at the time found the 

system difficult to understand. After being referred she felt helped and supported by the 

adviser. “he had helped me with filling in the forms as I struggled to understand any of it at 

the time and he had gone out his way”.  

St George’s 

At our St George’s event all of the attendees were women. The main discussion focussed on 

how difficult it was to go through the claim process for welfare benefits when coping with the 

physical and emotional impact of cancer. Patients shared that pain, sleepless nights and 

stress all meant that they felt unable to complete benefit forms and that they would not have 

been able to make these claims without the support from the advice service. In the words of 

one attendee “Sometimes with the pain at night you can’t sleep…it is harder to deal with the 

practical things in life.” Additionally, patients discussed the negative aspects of making a 

claim: “The PIP assessment make you feel like you are fibbing. They don’t actually care, they 

are not empathetic.” This meant that the advice service was particularly important and 

patients were reassured and supported when making claims: “I felt at first like I was begging, 

but he said it was what I was entitled too.” 

Epsom 

At our Epsom Butterfly centre event the attendees were mainly men, some of whom were 

accompanied by their partners. In the group discussion the participants shared how they had 

delayed getting advice. One couple explained: ‘We had lots of (Macmillan) leaflets and stuff 

but we couldn’t face dealing with things, it wasn’t until we got the bill for £3,000 rent arrears 

that things got really desperate. It was a TV advert that prompted me to call’. Another patient 

echoed this, he hoped he would get better and get back to work. For another “Benefits were 

last thing we thought about at diagnosis. But if we’d got help then it would have taken away 

so much stress.” As with the other feedback events, what made a difference to the patients 

was not just finding out about help they didn’t know they were entitled to, but the practical 

steps and experience and dedication of the advisers: ‘The weight off your shoulders knowing 

you only have to pick up the phone and they call us back and say you have to do this this and 

this. It’s like an umbrella protects us, takes the weight off and improves your health’. 

Appendix A provides a table with further details of the issues discussed and responses. 
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Client satisfaction survey results 

 
70 clients (approximately 10% of our those we helped during the year) responded to the 

survey, 64 of whom had cancer, the others were carers or friends of someone with cancer. 

Just over a third of patients said that they had found out about the service through the 

Cancer Nurse Specialist and about 20% said they were referred through the Macmillan 

Information Centres. The majority of patients (57%) first contacted us by telephone, but for 

40% their first contact was face to face. We asked our clients the following questions about 

how easy it was to access the service, their satisfaction with the quality of our service and the 

benefits of getting advice: 
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One of the perceptions about local Citizens’ Advice offices is that it is difficult to get an 

appointment. These perceptions can be a barrier for some people. By contrast, our 

Macmillan funded advice service is easy to access and an experienced adviser will respond to 

referrals within three working days.  

One client summed up  how much more accessible the Macmillan funded service felt: 

“General CAB services are a nightmare for a patient like me – you have to get up at 8.30 and 

queue up – can’t get seen – it’s impossible…Whereas you are a professional service, a paid 

team, they are experts – different from a CA service.” 
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“If Macmillan had not advised me about 

my eligibility to benefits, I would not be 

in receipt of ESA (work support group) 

because JobCentre in Purley and 

Stratford Benefit Centre fobbed me off 

and misadvised me.” 
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How did the service help you cope with the illness? 

 
We received 51 responses to the question, all of the responses were positive. The main 

themes are that patients experienced a reduction in stress and worry, felt more relaxed and 

positive. A selection of the responses is provided in 

appendix 2 

 

 

 

“Took away the stress which was very helpful especially 

before chemotherapy” 

 

 

 

 

 

 

 

 

Please add any general comments you have below including any suggestions for 

improvements 

 
45 people answered this question. The generally praised the service and a full list of the 

comments can be found in appendix 3. Eight clients specifically said that there could be no 

improvement to the service, other than the suggestion that it was available 24/7. The three 

suggestions for improvements were about 

 

 increasing the number of appointments available 

 raising awareness of the service 

 Making home visits available, or alternative means of accessing the service 

 

 

We do recognise that sometimes patients have to wait to be seen due to the high demand for 

appointments at our outreaches. Across the service we usually provide a minimum of 16 

appointments a week. We are hoping to train volunteers to provide extra help with form 

filling at hospital outreaches. We will provide home visits, to be assessed on a case by case 

basis. We continue to work to advertise our service widely, in GP surgeries, within hospitals, 

through our website and with other advice agencies in the locality. 

 

 

“My level of stress went down 

and I was feeling better and 

stronger to cope with my 

illness.” 
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Section 5: Health Care professional feedback 

18 people completed this survey. The majority of respondents (11) were cancer nurse 

specialists. Nearly all (14) found out about the service from Macmillan service in the hospital 

where they work. Most respondents referred patients by telling them about our service and 

providing them with our contact details. The following questions provide more detail about 

the accessibility and perceived benefits of the service. 
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The options are: 

 

 Being able to refer directly helps me develop a positive relationship with my patients 

 

 It means I can focus more time on the medical needs of my patients 

 

 It gives me confidence that the patient’s financial needs and rights are being taken care 

of 

 

 It gives me a useful background understanding to entilements to social support 

 

 

 

 

One Health professional commented: 

“Patients are assessed promptly to ensure they are receiving the 

appropriate benefits” 
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The options are: 

 

 It reduces the stress and worry of my patients and means that they can focus beeter 

on their medical needs. 

 

 It means cancer patients are more likely to be compliant with their treatment 

 

 It means cancer patients are less likely to return to wrok before they are ready 

 

 It means cancer patients are less likely to need admission to hospital 
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Have you noticed any other outcomes resulting from the service? 
 

Health professionals commented on the importance of the quick action taken by the service, 

particularly for clients making claims under the special rules. They recognised that patients 

can find it difficult to make claims for welfare benefits when they are ill and that the service 

was important here.  

 

There had been occasional reports of difficulties accessing the helpline, and one comment 

referred to these difficulties. However, with improved communications with the referring 

hospitals and measures taken to make sure that the helpline operates as advertised, we are 

confident that these issues are being resolved. There is a single number to call, regardless of 

which hospital the patient attends, and this is clearly advertised on our publicity. Our advisers 

use specific telephones, just for use with the Macmillan service and  ensure that the helpline 

is kept open during advertised hours. Planned and unplanned absences are covered.  

Increasingly advisers from the Croydon support their Wandsworth colleagues, and visa versa, 

with helpline cover to make sure that the service runs smoothly. We are pleased with how the 

team is able to work together, not only to share knowledge but workload too.  

Referrals also continue to be made by fax and wordpress websites. The website and its 

security has been updated and our volunteers are able to assist us with responding to 

wordpress refererals. Our volunteers have been invaluable in assisting us with increased 

demand. Over the coming year we aim to increase our capacity to train and support 

volunteers. Staff at the hospitals tell us that they would like advisers to be present at the 

hospitals more often. We aim to train volunteers to provide some outreach support to meet 

this need. We are currently investing in training for our advice workers to help them manage 

and support new volunteers in a time effective manner. This process will take time, but we 

hope it will lead to increasing our capacity to meet patient needs over the coming year. 

We have worked hard to be responsive to the needs of patients and staff feedback. One 

comment referred to “Improved communication 

between services”. 

 

 

 

 

 

“Sometimes patients find it 

emotionally draining to fill in 

the relevant forms due to what 

the direct questions evoke in 

them. The benefits service is 

extremely useful in guiding 

people how to do this while 

being with an understanding 

professional.” 
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Please add any general comments you have below, including any 

suggestions for improvements you think we can make to the service 

We received seven responses to this question. Three of these were compliments about the 

service. The other four suggested improving the service by providing feedback on the 

referrals. To maintain client confidentiality we are unable to provide feedback on the detail of 

individual cases, without express client consent. Our impartiality and confidentiality is an 

important aspect of our service. However, our advisers have now begun to consistently 

confirm with referrers that we have received their referral and contacted the client. When we 

are unable to contact the client we will also inform the referrer. 

 

 

 

 

 

Section 5: Client Demographics 

 

 

 

“We need more 

CABs!” 
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Section 6: Case Studies 

Mrs B 

Client Problem 

Mrs B is 46 years of age and an EEA citizen and in a relationship; her partner is not a British 

national either. She has terminal cancer. They have 3 children whose ages range from 10-16.  

Mrs B works with her partner in their own architectural business consultancy in the UK, but 

she has not been able to work regularly for the past 3 months. Her partner has struggled to 

keep up with the work, so financially they have experienced a significant reduction in income.  

Mrs B and her partner face financial difficulties, as they are not claiming any benefits other 

than child benefit and have used the little savings they had to meet their financial 

commitments; their weekly rent of £323.07 is up to date, but they fear they may not be able 

to keep up with regular payments. Mrs B does not pay council tax, as this is included in the 

rent. She is unable to survive on client’s partner weekly income of £220  

What we did. 

1. Our service assisted Mrs B with a claim for Personal Independence Payment under the 

special rules, which has been granted at the enhanced rate for both components.  

2. We advised Mrs B and her family to claim ESA Service and provided them with a 

telephone number to make the claim and explained the process and how this will 

evolve. We also advised that they can request for this to be backdated 

3. We have also assisted client with a Macmillan grant application and this was awarded. 

Mrs B received £370. 

4.  Mrs B was advised about claiming Child tax Credit and also Carers Allowance. It was 

agreed that once all claims were made service we will review and advise further if 

necessary. 

5. We advised Mrs B that if they encounter any problems in the claiming process that 

they can always contact our service for further advice. 

6. We further advised Mrs B to apply for a disabled blue badge, Road tax exemption and 

freedom pass plus taxi card, these will be dealt with by client’s partner.  

Outcomes /Financial gain. 

Benefits (ongoing) Weekly award Annual award 

PIP Personal Independence Payment (new claim) £139.75 £7.267.00 

Employment and Support Allowance (new claim) £125.05 £6,502.60 

Housing Benefit £298.50 £15,522.00 

Child tax Credit £171.02 £8,893.04 

One off payments   

Macmillan Grant  £370.00 
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Overall. 

Once all benefits that are being claimed are assessed and determined and in payment, 

outcomes total will rise to annual benefit income of £ 38.184. Apart from this financial gains 

client will be able to access a disabled blue badge, road tax exemption, freedom pass, taxi 

card and congestion charge exemption 

 

Mr S 

Client Problem 

Mr S is a 74 year old gentleman who was diagnosed with colon cancer in January 2016. He 

already had some pre cancer health issues. He lives with his wife and both receive full state 

pension. We did a benefits check and it was found that Mr S and his wife were already 

receiving all eligible non-disability related benefits:  state pension, pension credits, housing 

benefit, and council tax reduction.  

Mr S and partner explained that his health condition meant that he was struggling with his 

daily living activities and his wife was spending more and more time caring for him and 

assisting with his needs.  

What we did. 

1. The service assisted client with submitting a claim for Attendance Allowance (AA).  

2. The AA claim was initially rejected and Mr S was informed he did not qualify.  

3. We wrote on Mr S’s behalf requesting a reconsideration of this decision, and listing why 

we believed the decision was incorrect. 

4. As a result of our intervention, the decision was revised and changed from client being 

deemed as not eligible to being awarded the highest rate of AA. 

5. We also assisted Mr S with submitting a Macmillan Grant for the costs of a new bed 

and mattress. 

 

Outcomes /Financial gain. 

Benefits (ongoing) Weekly award Annual award 

Attendance Allowance £82.30 £4,279.60 

One off payments   

Macmillan Grant  £460.00 
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Appendix 1 

Responses to focus group discussion questions 

Getting the right 

advice at the right 

time. We asked: 

“We all need help 

sometimes. Did you 

feel that you got the 

help you needed when 

you contacted the 

Macmillan service?” 

 

 “I haven’t actually found out about Macmillan 

until the first day of my chemotherapy.”“The 

Macmillan advice knew exactly what you need.” 

 “People around you need support.” 

 “The nurse said you had to pay for dressings. The 

dressing was there till it started to smell. Things 

were getting on top of me and I think I couldn’t 

deal with it” 

 “It was perfect timing and it was thanks to Marsha 

and Rodrigo” 

“Were you able to get 

through to the advice 

line okay?” 

 “Absolutely… I had no trouble in getting through 

to them and had went from there”  

 Agreement from participants at the user event. 

Easy to understand 

advice 

 

 “Anything you don’t understand he talks through 

and tries to help.” 

 “he had explained everything to me and had 

explained everything very clearly” 

 “when I had first met Robert at the Citizens Advice 

Bureau in Roehampton he had helped me with 

filling in the forms as I struggled to understand 

any of it at the time and he had gone out his way” 

The approach of 

advisers 

We asked: “Did you 

feel that you were 

treated with dignity 

and respect.”  

 

 Yes (unanimous at the user event) 

 “With Rodrigo it couldn’t be any better. If he said 

he was going to phone he did. He is always on 

time. He doesn’t give up, he tries everything, he 

perseveres for you.” 

 “I was concerned about my financial situation and 

I couldn’t do much about it, and once I rang them 

and I saw a representative and they made me feel 

very at ease immediately” 

 “I was made to feel very relaxed in front of the 

gentleman” 

 “From the very moment I met him I had felt very 

much at ease” 

 “He absolutely did help me with the form and 

helping me fill in the taxi and blue badge forms as 

well and all I had to do is just sign it…“So yes I 

found Rodrigo very helpful with helping me apply 

for the taxi card and blue badge” 

 “he was very helpful and very good indeed” 
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What difference it 

made.  

 

 “Sometimes with the pain at night you can’t 

sleep.” 

 “It is harder to deal with the practical things in 

life.” 

 “The PIP assessment make you feel like you are 

fibbing. They don’t actually care, they are not 

empathetic.” 

 “The situation was overwhelming” – unanimous 

agreement from the other participants. 

 “Rodrigo was good at that.” 

 He helped with: 

 Work 

 Getting the benefit is how you are living 

 Filling in the forms 

 “Helped you fill all the forms” 

 “I felt at first like I was begging, but he said it was 

what I was entitled too.” 

 “This gentleman helped me greatly, I couldn’t 

have done it without Macmillan’s help, as I 

couldn’t cope with filling in long and complicated 

forms, I could barely write at the time” 

 ““I just was very shaky and couldn’t write and was 

in no fit state of mind to fill in a simple form, let 

alone a complicated one” 

 “it had given me hope on financial help out there 

and although it’s hard to get, but he was able to 

help out and that was exactly what he did, thank 

goodness he did!” 

 “now I don’t have to worry” 

 “And with the money problem solved, I wasn’t 

deflected in any way, so it made a difference and I 

concentrated on getting better and I knew I had 

to be positive to get through this” 

 “It was definitely was costing me as I was 

purchasing on food that I couldn’t eat as it had 

ran out of date…so I felt like the money was 

slowly spiralling away as I had a little money to 

survive on, so the help that I had received was 

priceless” 

 “Knowing that somebody cares, having a 

sympathetic voice and practical help all rolled into 

one and a sympathetic ear” 

 “I had no income at the time and I hadn’t realised 
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my entitlement to PIP and I would have had to 

dive in to my savings” 

 ‘We had lots of (Macmillan) leaflets and stuff but 

we couldn’t face dealing with things, it wasn’t until 

we got the bill for £3,000 rent arrears that things 

got really desperate. It was a TV advert that 

prompted me to call’ 

 ‘Some of the things we are entitled to we didn’t 

know they existed’. 

 ‘It got me more money, sorted out the 

overpayment – and kept challenging’ .  

 Took stress away from Linda (carer).  

 

Improvements  “The only thing I can think of is that if it hadn’t 

been for Marsha at Trinity hospice I wouldn’t have 

known about the service and Rodrigo who works 

for Citizens Advice”   

 “No I’m very happy because had I not got this 

advice I wouldn’t of known about PIP and 

although I know about ESA, but as my wages 

were slowly going as I had my rent to pay and I 

had sorted myself out by ringing up the council 

tax people and got it reduced as well as my 

housing benefit” 

 If they could clue me up with housing in the same 

way as they did with the benefits then that would 

be good. 

Should we continue 

the service? 

 Unanimous agreement 
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Appendix 2 

 

How did the service help you cope with the illness? Responses: 
 

 Provided me with valuable advice and information and took away my financial 

concerns 

 Took away the worries and uncertainties 

 Took away some of concerns and made feel more reasurred 

 Made me feel much more at peace with myself knowing that there is some help 

around 

 Provided with clear options to avoid financial problems 

 We can’t fault service 

 TOOK WORRIES AWAY 

 Explained every thing thoroughly and in most helpful and respectable manner   

 Reduced the level of stress and allowed me to get forms completed back in time 

 there is someone there to talk to. 

 RD was very helpful and reduced a lot of worry and loneliness 

 Took off a bit of the load, something less to worry about. 

 feeling better as the advise that was given was very helpful, Mr Fenick was kind enough 

to offer to help me out further in another office. 

 takes away the extra stress that I have and helps me understand what I need to do. 

 Helped with the extra worries. made me feel very positive. 

 Told me about DWP help available. 

 It gave me peace of mind.  Thank you so much. 

 It was just good to have someone to talk to and the literature was good 

 Took away the stress which was very helpful especially before chemotherapy 

 They helped a lot they were very good 

 My level of stress went down and I was feeling better and stronger to cope with my 

illness. 
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Appendix 3 

Please add any general comments you have below including any suggestions for 

improvements 

 
 Good service 

 Excellent service and very professional 

 Very valuable service 

 Very nice and helpful 

 Very professional service, very caring 

 VERY wonderful service, provide good sound advice and are always there for people 

 No 

 Very efficient service 

 Very supportive and efficient service 

 VERY CONSIDERATE, VERY KIND, VERY CALM ATMOSPHERE AND CARING 

 Clinics always full so twice a week would be appreciated. 

 No Rodrigo was a blessing in disguise. Good job /Well done 

 Make me feel secure no improvement needed. 

 Walk not possible but will like to know if there is any other was to attend interviews. telephone, Home 

visits. 

 can' t complain 

 Its a perfect service.  Thank you so much. 

 None  

 merton cab needs to say if they don't have the information instead of keeping people waiting, and all 

cabs should be made aware of the macmillan service. 

 nothing short of being open 24/7 

 They were very good 

 I want to praise my adviser David for his ability to listen, to assess and to advise properly. 

 Very satisfied with all help and advice. 

 I am hoping to move to Bognor near my daughter, therefore I would be unable to be part of your project 

steering group because I am moving out of the area. 

 I found Mr Rodrigo Fenick very helpful and kind. Thank you 

 No, what's being provided is very useful and good information. 

 I am happy with the help received. 

 No 

 recommend the service 100% 

 no, service alright 

 No comment 

 Not had much experience with the service to comment on this question 

 Very excellent service 

 Very diligent and professional service 

 Could have not done any of the things adviser did on my own. Excellent help 

 Brilliant professional adviser 

 Adviser help me loads 

 good service 

 Great service 

 keep service very important for Cancer patients 

 Very reliable service 

 Brilliant service 

 Very good service 


