
CASE STUDY 

Monitoring Period: SCC  Q2  2015/16 (July, August, September)

CASE STUDY: Welfare Benefit / Assistance – Improvements to Lifestyle and Health

History:  Mr X has been attending Spotland Community Centre for over 12 months as a member of the 
community making use of our facilities and classes. He was on Employment and Support Allowance (ESA) and 
had been advised that he was eligible to apply for Pension Credits instead.  As advised he applied for Pension 
Credits with assistance from our Welfare Advisor and signed off from ESA with closure date of his Pension 
Credit dat.

Current Health & Wellbeing: Mr X followed the process and expected to receive Pension Credits in line with 
his ESA schedule. However, there was an issue with his application as he was unable to supply required 
documentation, also a potential personal pension.  The situation left him with no money coming in as his ESA 
had stopped.  This led to his housing benefit and council tax subsidy being suspended which he found very 
worrying. This had a negative effect on his health as he felt considerable anxiety about paying his rent and 
living expenses.

Intervention:  Mr X requested assistance with following up the Pension Credit claim and both Advice Worker 
and the Administrator made numerous phone calls to the Pension Service on his behalf to try and progress his 
claim and obtain a written decision which would enable a an appeal to be launched. This has not been proved 
by Pension Service and all conversations have been contradictory.

A second claim was put in on 20 July, more calls were made to the Pension Service requesting a decision letter 
and following up the second claim.  A letter was sent to Mr X’s MP to ask for intervention on his behalf. 
However, no reply has been forthcoming from the Pension Service.  These delays which by now had us in Mid 
September had led to Mr X being sent a bill for full payment of Council Tax also threatened with legal action by 
his landlord.  This led to Mr X suffer further stress related ill health and depression.  A final intervention was to 
write to the Pension Service making a formal complaint over the way the claims were handled and indicating 
that legal advice is being taken on moving to court proceedings. 

Conclusion/ Outcome: The sum total of all these interventions has played a positive impact on the wellbeing 
of Mr X.  He has received the Pension Credits which is entitled to back-dated to his initial application date.

The issues with rent and council tax arrears have been resolved and Mr X has recovered from the stress and 
depression. He is not fearful of having to move out of his home due to unaffordable costs now

MR X :  “I am now happy again, my home is secure and I feel less stressed  “

“I could not have solved these problems without the help given to me by the advice staff at the Centre, very 
much appreciated “


