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to improve the  
policies that affect 
people's lives 

to provide the  
advice people need 
for the problems 
they face 

Our principal  
activities are: 

75+ years of Citizens Advice Shropshire 

 We provide free, independent, confidential and impartial advice to 
everyone on their rights and responsibilities. We value diversity, 
promote equality and challenge discrimination.  

 

‘Thank you so much 
for all your help,  
advice and support 
through a really 
tough time. The  
success of my claim 
is down to your 
hard work, patience 
and refusal to give 
in!!’ 

- client  



Jade’s story 

 Jade (age 22) had to flee her home in Newcastle because she was experiencing domestic violence at the hands of her 
father. 

When she came to Shropshire Jade applied to receive Job Seekers Allowance, Housing Benefit and Council Tax Relief. 
Jade was then notified that she would need to claim Universal Credit. She did this and was then told via text to go to the 
Jobcentre, but she couldn’t make the meeting as she was back in Newcastle for a family member’s funeral. Jade rang the 
Department of Work and Pensions (DWP) and informed them she was unable to attend. 

After missing the interview, Jade was incorrectly told she would need to re-apply for Universal Credit. Once she had 
done this, she was told her interview details by text, giving her a start time of 9:20 am. Jade arrived at Leominster  
Jobcentre early at 9:15am, but was told by Jobcentre staff that she was late as her appointment was actually for 9:00am.  

Jade showed the text she had received from the DWP and was informed the 9:20am start time was for the ‘second part 
of the interview’, with the first (completely unmentioned) part beginning at 9:00am. Staff at the Jobcentre accepted no 
responsibility for this mistake, and told Jade she could sit and wait to be seen later, but it would be a 5 hour wait. Jade 
waited for over 6 hours, when staff then informed her they wouldn’t have time to see her that day after all. 

Jade became very depressed and anxious. Shortly after, Jade had a letter in the post telling her that her Housing Benefit 
and Council Tax Relief would be stopped because her claim had changed from Job Seekers Allowance to Universal  
Credit, as under Universal Credit Council Tax Relief isn’t automatically awarded, and the Housing Benefit element would 
come directly to Jade with the rest of her Universal Credit payment. 

Jade rang Shropshire Council and explained that her Universal Credit claim was not in progress and that she had no 
money, but Shropshire Council said it showed on their system that she was receiving Universal Credit, therefore no 
Housing Benefit or Council Tax Relief would be paid. 

Jade told us that it was at this moment she felt at breaking point and was extremely stressed and was having suicidal 
thoughts. Jade told us she is an intelligent woman who had a good job before she had been forced to leave it, but the 
stress of moving and dealing with the DWP had led to severe depression. Jade went to her doctors and was referred to 
the mental health team, but hadn’t yet received an appointment. Jade was prescribed anti-anxiety medication.  

Why people come to us - the difference we make 

Everyone experiences problems - sometimes they can be quickly  

resolved, other times it’s not that simple. More complex problems are 

rarely neatly packaged up as a single problem - often the effect of one 

problem can be the cause of another. We know for our 1,197 clients 

with benefit issues 18% also have debt issues, 10% have employment  

issues and 10% have housing issues.  

  

 Adviceline: 03444 99 11 00  

 Text relay:  03444 11 14 44 

 

    www.cabshropshire.org.uk 



How we helped 

 We advised Jade that as she had been working previously and paying National 
Insurance she should have been told by the DWP to claim Contribution Based 
Job Seekers Allowance, which would have meant she would not have been  
incorrectly transferred to Universal Credit. 

 We rang Shropshire Council and explained the situation, then emailed a  
breakdown of what had happened and requested a rapid reclaim of Housing 
Benefit and Council Tax Relief as Jade was facing financial hardship and it was 
putting her tenancy at risk. 

 Advised Jade that as she is presently 
unfit for work due to stress she 
would need to claim Employment 
Support Allowance, and could later 
move back on to Contributions 
Based Job Seekers Allowance. 

 To claim Employment Support  
Allowance Jade would need to get a 
sick note from her GP and we  
explained how to do this. 

 We then rang the DWP, and  
explained that Jade should never 
have been told to claim Income 
Based Job Seekers Allowance or Universal Credit, and the DWP Adviser checked 
Jade’s records and agreed that there had been an ‘admin error’. We told the 
DWP that Jade would now be claiming Contributions Based Employment Support 
Allowance as she was suffering from stress, and asked for the DWP complaints 
procedure.  

 We explained how claiming Employment Support Allowance would work, and 
that she would qualify as she had paid National Insurance previously to her 
claim. 

 Offered Jade assistance in making the complaint against the DWP admin error, 
but she stated that she felt more confident now she knows more about the  
system and is able to go online and complete the complaints form. Jade also felt 
confident enough to ring the DWP herself to claim Contribution Based  
Employment Support Allowance.  

 We made sure Jade knew she could come back at any time if she needed further 

assistance, and she said she was very grateful for the advice and support.  

 Why people volunteer with us 

 
‘‘I work with a 
great team. I 
know the work 
helps people’  

 

‘‘I wanted to 
put something 
back into  
society’  

4 in 5 

believe that  
volunteering has 
had a positive 
effect on their 
health 

9 in 10 

feel more  
engaged with  
their  
community 

9 in 10 

have an  
increased sense 
of purpose or 
self-esteem  

9 in 10 

would  
recommend  
volunteering at 
Citizens Advice 

All  
retired  
volunteers  
believe  
volunteering 
keeps them 
mentally active 

 

4 in 5 

believe that they 
have increased 
their  
employability 

Chas, Generalist Adviser  Sue, Trainee Adviser  



Research and  
campaigns work saves 
time by helping to 
avoid dealing with the 
same problems over 
and over again. 

We cannot see  
everyone who needs 
help individually, but 
we can reach many 
more people through 
research and  
campaigns work. Many 
of these have never 
visited Citizens Advice. 

The best way to tackle 
any problem is at its 
source (treating the 
causes rather than 
the symptoms). 

Research and  
campaigns work can 
change local Citizens 
Advice from being  
reactive to proactive 
forces for good in their 
communities. 

Research and campaigns work uses the evidence we 
gather through advice to improve the policies and 
practices that affect people’s lives. 

Research and campaigns 

As well as helping Jade with practical advice 

on her problematic Universal Credit claim, in 

2015/16 we teamed up with 15 other local   

Citizens Advice offices and conducted           

research on our clients’ experiences of    

claiming Universal Credit (UC). This meant we 

could address the root cause of the issues 

that many other people like Jade were coming 

across, treating the problem at its source. 

Using our unique national insight we have 

been able to provide robust evidence in our 

report ‘Waiting for Credit’ and approach  

parliament, suggesting changes to the UC  

system. These solutions would allow UC to 

achieve its aims of simplifying the benefit  

system and making work pay.  

Partnership working 

Citizens Advice Shropshire is proud to work 
in partnership with a number of  
statutory & voluntary sector agencies.  In  
delivering adult services this includes our 
CAAN partners (Community Advice &  
Advocacy Network) MAYSI, PCAS, Taking 
Part, OSCA, A4U, Age UK Shropshire Telford 
& Wrekin, and our IASS/IS (Information  
Advice Support Service/Independent  
Support) 0 to 25 years service including the 
Council for Disabled Children, A4U, Taking 
Part & OSCA.   

How you can help support this work 

Life is complicated. Sometimes 

people encounter challenges 

and problems that they don’t 

know how to deal with and 

that they need help to  

overcome.  

You can support out work by 

volunteering with us in a     

number of different roles, or 

by making a donation. 

You can make a donation in one of our collection boxes at our receptions, by writing a cheque 

to Citizens Advice Shropshire,  or online via    

www.mydonate.bt.com/charities/citizensadviceshropshire   

  

  
www.facebook.com/CABshropshire  

www.twitter.com/CABshropshire 

 

 

Thank you. We couldn’t do it without you. 


