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to provide the  
advice people need 
for the problems 
they face 

Our principal  
activities are: 

 

“I must say we were 
extremely pleased 
and satisfied the  
service … 
 
It was very helpful 
and very reassuring 
to have someone to 
help us with our  
problems. “ 

- client  

to improve the  
policies that affect 
people's lives 

The difference we make  
Our impact in 2017/18 
 
We provide free, independent, confidential and impartial advice to 
everyone on their rights and responsibilities. We value diversity, 
promote equality and challenge discrimination.  



How we help 
 

This is Ruth* 
 
She is an example of 
one of the people we 
helped in 2017/18. 
 
Her story shows how 
we help people solve 
their problems and the 
impact this has on their 
lives.  
 

 
Ruth had been receiving Disability 
Living Allowance (DLA) and  
contribution based Employment 
and Support Allowance (ESA). She 
came to one of our outreaches 
when her entitlement to ESA  
ended and her income fell.  
 
Despite her needs, Ruth told us 
she hadn’t received the care rate 

 
Ruth requested a  
reconsideration and sent 
in further information 
from her GP. The DWP 
still refused to award the 
mobility element.  
 
Ruth was so distressed 
she wasn’t sure if she 
wanted to appeal  
further. 

 
We helped Ruth complete a 
complicated form to claim  
Personal Independence  
Payment. It was a strong claim 
and illustrated her care needs. 
 
However, when the DWP sent 
Ruth their decision, they had 
awarded her the standard care 
rate but removed her mobility 
award entirely. This meant  
Ruth lost her blue badge and 
mobility car under the  
Motability scheme.  

 
We helped Ruth to lodge the  
appeal so she wouldn’t run out 
of time before the deadline, 
whilst she thought about what 
she wanted to do. We made 
sure she knew she could  
withdraw her appeal or ask for a 
paper hearing if she couldn’t  
attend in person due to her  
severe anxiety.   
 
We wrote a submission on  
Ruth’s behalf and she told us 
she felt supported enough to 
continue with the appeal with 
our help.  

 
The DWP awarded Ruth the  
Enhanced Care element, and 
had her Enhanced Mobility  
payment reinstated -  together 
worth £7,337.20 a year.  
 
Ruth was able to keep her  
Motability car and retained her 
automatic entitlement to her 
blue badge, restoring her  
independence.  
 
Ruth was very grateful for  
advice and support.  

 
Before the appeal date was  
set  the DWP reviewed the  
information submitted,  
including our submission letter 
and they revised their original  
decision, meaning Ruth would 
no longer have to worry about 
going to the appeal.  

 

Problems have a severe impact on 
people’s lives. They need our help to 
solve them.  

 

Advice makes the critical difference. 78% of people we helped said they couldn’t do it without us.  



 

Volunteering benefits our 

volunteers – they improve 

their skills, resilience, 

health and wellbeing, while 

strengthening community 

engagement. 

Volunteering with us 
 

Our unique insight & evidence 

 

Last year, both  locally and nationally, Citizens Advice campaigned for the  
Government to pause and fix Universal Credit (UC). 
 

Our evidence shows that UC can leave people unable to pay essential bills and 
can risk pushing them into debt and hardship whilst they wait for their first  
payment. More than 7 million households will receive UC by 2022 (27,000  
families in Shropshire). Nationally, Citizens Advice has helped 10% of all UC  
claimants with over 100,000 issues since it was introduced. 
 

Following our campaign the Government announced a number of changes,  
including a £1.5billion package of support for UC. These changes should make a 
significant difference to the millions of people who will be claiming UC by the 
time it is fully implemented. We will continue to monitor the roll-out of UC to 
make sure they do. 

In 2017 Citizens Advice 
campaigned to: 

In response, the Government: 

Remove the 7 waiting days at 
the start of a claim 

Removed the 7 waiting days from Feb 2018. We estimate this 
means 1.6 million families will get their payment a week  
sooner and get a week’s extra payment. 

Make sure everyone on UC is 
told about Advance Payments 

Issued new guidance to Jobcentres that all UC claimants should 
be informed about advances. 

Make the UC helpline free of 
charge 

Made the UC helpline free of charge Nov 2017. 

Pause the roll out of UC 
Slowed down the rate of new areas moving on to UC from over 
50 Jobcentres in December to a pause in January and only 10 
Jobcentres a month from February to April 2018. 

Give those who need it a  
payment within 2 weeks, 
which they do not need to pay 
back 

From April 2018, new UC claimants previously in receipt of 
Housing Benefit will receive an additional two week housing 
payment during the wait for their first UC payment, which they 
do not need to pay back. This will help 2.3 million people by 
giving them an average of £233 whilst they wait for their first 
payment. 



Support our work Partnership working 

We put our clients’ needs at the heart of our decision making so we 
also work in partnership, making it easier for clients to access  
relevant services.  

We’re proud to work with a number of statutory and voluntary sector 
agencies.  

For adult services this includes our CAAN  
partners (Community Advice & Advocacy  
Network) MAYSI, PCAS, Taking Part, A4U, Age 
UK Shropshire Telford & Wrekin.  

For children and young people there is our 
IASS/IS partnership (Information Advice  
Support Service/Independent support) 0 to 25 

years service including the Council for  
Disabled Children, A4U, and Taking Part. 
This provides support around special  
educational needs and disabilities  
(SEND), including health and social care.  

You can support our 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:  

 

 

@CABshropshire 

 Adviceline: 03444 99 11 00  

 Text relay:  03444 11 14 44 
   

For general enquires (not advice): 

contact@shcab.cabnet.org.uk  

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.  

Contact us 

For more detailed information about Citizens Advice Shropshire go 

to www.cabshropshire.org.uk 

Follow us on social media for news, information and  

campaign updates: 

 

www.mydonate.bt.com/charities/citizensadviceshropshire 

Before 

advice: 

After 

advice: 

Citizens 
Advice 
outcomes 
and  
impact  
research, 
2014  


