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Foreword from the Service

This has been another incredible year with gains of nearly £7.5m for our clients. I would like to
thank our team of caseworkers for the dedication they show both to our Service and to our
clients and the difference they are making to people’s lives during their cancer journey.

We welcomed three new caseworkers to our team this year in Southampton, Tadley and the Isle
of Wight. Sadly, that meant we said goodbye to three experienced members of our team too.

Universal Credit has been the new benefit we have had to navigate this year, and our
Southampton caseworkers have mainly dealt with the issues this has brought to us and also our
clients. This alone has raised many campaign issues. We are working with Macmillan and
Citizens Advice to secure a better system for our very ill clients.

It is always a challenge for our clients to navigate through the complex benefit system at a time
when they are at their lowest and have many other issues to cope with. Our Service continually
relieves the pressure this brings and makes a difference to our client’s health and well-being
which is evident throughout this report.

I would like to thank Macmillan for continuing to fund and support us in the work we do throughout
Hampshire, and for their ongoing commitment to this Service. Our funding continues until December
2018.

Sue Alford, Service Manager, Hampshire Macmillan Citizens Advice Service.

For every £1 that is
invested in the

Service,

approximately £25 is
generated for
Hampshire cl i

M a

ent



Hampshire Macmillan Citizens Advice Service
(HMCAS)

8th Annual Report

Hampshire Macmillan Citizens Advice Service delivers a consistent, targeted and holistic advice service
for people affected by cancer who are resident in or being treated in Hampshire, including
Southampton, Portsmouth and the Isle of Wight. We are a team of caseworkers and volunteers
providing specialist advice and casework face to face, through the telephone helpline and via email/
letters. Using a single telephone number as a point of access, it is unique in meeting the geographic and
diverse population challenges of the County within a single service. The largest proportion of clients first
contact us through our telephone helpline but a large number also see us for the first time at hospitals,
hospices or other outreaches.

Our caseworkers are based in Local Citizens Advice locations across the area, harnessing their expertise
and community networks in delivering high quality casework and advice services.

Back row: Sue Alford (Service Manager), Petra Luberdova (Tadley), Becky Hart (Isle of Wight),
Mohammed Islam (Havant), Ed Karplinski (Southampton), Tony Siddall (Yateley), David Eppel
(Yateley), Fran McGrail (Portsmouth)

Front Row: Denise Cox (Winchester), Jude Randall (Gosport), Marilyn Seabrooke (New Forest) and
not pictured Sharon Shear (Portsmouth and casework supervisor), Eva Richmond (Southampton).



Service Achievements and Qutcomes
How we make a differenceé

During its eighth year of operation the service has reached almost 2,600 clients affected by cancer,
generating over 14,400 contacts, resulting in financial gains of £7,411,953. Our client numbers have
increased from last year, a pattern we are seeing year on year now. We had over 2,500 appointments on a
face-to-face basis in various locations in the county, including at hospitals, hospices and other outreaches,
home visits and at local Citizens Advice offices. Sometimes our clients need more than one appointment
to resolve the issues they are faced with. Our face to face appointments have reduced this year, but our
telephone work has increased, with 66% of our clients using this as a first point of contact. This has
increased from 54% last year.

Outcome categories

Number Amount Number Amount Number Amount

Charitable gains 465 £189,979 524| £238,837 428 £154,730

Debt written off 32 £37,132 37| £166,436 43 £99,924

Blue badges 319 £113,132 326| £116,065 182 £63,008

An outcome is where the work we have been able to do with a client and their family has brought about

a change in circumstances which could be an improvement in finances or in well-being or both.

Benefits and outcomes

Benefits still account for the large majority of our work. Benefit claims increased the weekly income for
our clients by £6,299,134. A further half a million was received in backdated payments.

Universal Credit became full-service in Southampton in February 2017 and we assisted clients to claim
this new digital benefit. It is too early to say how clients will cope with this new benefit but early signs
are that many clients will struggle with the process and rent arrears are in danger of increasing. Clients
are also expected to claim help with paying their council tax by completing a claim form with their local
authority.



Benefits and outcomes (cont dd)

This is what one of our clients told us ...

"Hampshire Macmillan Citizens Advice Service gives a necessary and valuable service to cancer sufferers
and their carers, who, due to no fault of their own, have found themselves in a situation which is
beyond their control and depending on benefits so that they can survive and have some quality of life.
The benefits system that is in place is soul destroying; it's laborious, confusing and intimidating - it
causes undue stress and anxiety to cancer patients and their carers; it is inhumane. We would have had
no choice but to go through the process of claiming. We would have suffered intimidation and stress
which would have caused other ailments just because we're reliant on benefits. Many thanks to
Macmillan for their support. “

Southampton client

The following client story illustrates how much difference we can make by helping our clients claim the
complex benefits they are entitled to:

Case study 0 income maximisation

This client was referred by her clinical nurse specialist. She lives alone in a Housing Association
property. She is employed, but following her cancer diagnosis she has been signed off sick and her
income has dropped to Statutory Sick Pay (SSP) only. She had started a claim for Housing Benefit and
Council Tax reduction but had been encouraged to check if there was anything else she could claim.

As the client’s nurse had supplied a DS1500 (a form that is issued to anyone diagnosed with a 'Terminal
Iliness’, to save time waiting extremely long periods before claims are approved) we were aware that
special rules applied. We advised the client that we could make a claim for Personal Independence
Payment (PIP) on her behalf. Once this was awarded, the client would then also be able to claim an
Income Support top up to her Statutory Sick Pay as disability premiums would apply to her Income
Support calculations. An award of Income Support would then, in turn, entitle her to full Housing
Benefit and Council Tax reduction.

We managed to assist this client to increase her income from £88.45 per week SSP to £139.75 for PIP
plus Income Support of £94.50. In addition, she pays no rent or council tax.

Had the client not come to see us, she felt she may have just settled for SSP and Housing Benefit/
Council Tax reduction and would have potentially missed out on an extra £234.25 per week in
additional benefits.




Grants

Grants have increased in importance with the end of local To E

authority assistance. The importance of grants to those who are G THERQ
diagnosed with cancer was noticed by Macmillan who increased WE'RE

their average award per applicant to £450. We have found it
harder this year to identify charitable organisations, and other

than Macmillan, most awards are lower than last year. CANCER

The following client story illustrates how much difference a grant
can make (pseudonyms used).

Maintaining independence

Paul approached us for some assistance to allow him to remain independent with regard to his
personal care. He had been diagnosed with terminal cancer and was finding it difficult to bathe.
With our assistance Paul approached Hampshire County Council which informed him he would
have to wait 18 months to have a wet room installed. Paul didn't think he would survive that
long. We helped him by completing grant forms for Macmillan and Football for Cancer and
between them they funded a shower installation. This allowed him to remain independent and
helped him at this really difficult time.

Universal Credit and its impact on people affected by cancer

Universal Credit is a new benefit introduced as part of the government’s welfare reform for claimants of
working age needing to claim means tested benefits. Universal Credit is ‘digital by default’ so making
and maintaining a claim is undertaken on-line. It is being rolled out in phases across the country and
was introduced in the Southampton and Eastleigh areas of Hampshire in 2017. The caseworkers from
Southampton quickly became aware of the problems this caused for their clients.

Initial problems included:

1 Seven day waiting period
1 55p per minute help line

1 Lack of support for vulnerable claimants.

Citizens Advice with their ‘Fix Universal Credit Campaign’ and Macmillan

worked with other agencies to pressure the government to make changes. In
the November 2017 Budget, improvements were made to the system including
making call centres for all benefits provide free telephone numbers, abolishing

the seven day waiting period, and providing additional funding to organisations
assisting those who need help with their claims. Universal

Credit



Universal Credit has been a huge change for clients as well as advisers. We had to quickly learn how
best to support our clients and navigate a system which aims to encourage claimants into work rather
than support them through periods of illness. A claim necessitates an interview with Job Centre Plus,
usually in a Job Centre Office, and unless a client has a terminal diagnosis they will be expected to
undertake some work-related activity until their fitness for work has been determined by Job Centre
Plus. This is the case even when they are providing medical certificates identifying they are unfit for
work. Universal Credit has been problematic for those claiming due to terminal illness because Job
Centre Plus have not accepted the DS1500 certificate (terminal diagnosis certificate) or added the extra
amounts they should receive without being reminded by our team. Another difficulty is with UC having
an on-line claim process requiring that the claimant has access to IT which may not be the case for
those people who are hospital in-patients or in a hospice. Macmillan Cancer Support has highlighted
some of these issues in their 'Help Make Money One Less Issue’ campaign.

There are still benefits which remain outside of Universal Credit — Personal Independence Payment,
Carers Allowance and Council Tax Reduction — which means our clients need to submit additional
claims to the Department of Work and Pensions and their local authority. In addition to this, the way
that Contribution Based ESA is claimed in Universal Credit areas has changed and now involves
engaging in person with Job Centre Plus in the initial stages of the claim which is having an impact on
their well-being.

We have noticed an increase in workload supporting clients with this new benefit. The introduction of
Universal Credit clearly illustrates the need for agencies to work together to ensure that claimants do
not suffer from lack of knowledge or support. The changes made in November evidences the
importance of Research and Campaign work and shows we can make a difference.

Information supplied by Eva Richmond HMCAS Case Worker in Southampton

Debt work and outcomes

Our debt work has dramatically decreased this year. Following the caseworkers’ mandatory training in
Giving Good Debt Advice (GDA), our Service now refers clients onto specialist debt workers to give
clients the best service and achieve better outcomes when tackling debt.

HMCAS will deal with emergencies but encourages clients to work with money advisers for a long-term
solution. As a result, we refer clients to local Citizens Advice specialist Money Advice Services or other
free-to-use debt agencies — StepChange and Payplan. Debt work is very time consuming and it is helpful
for the team to know there are partners who are expert in this area.

Debt Year 8 - 2016/17 Year 7 - 2015/16 Year 6 - 2014/15
written off £37.132 £166,436 £99 924



The following client story illustrates how much difference we can make (pseudonyms used).

Casestudy 6 managing money

Charlie, a single man in his early sixties, was referred to our Service in October. He was very reticent to engage
with support; it took him a few weeks to realise that accepting our help held no stigma as our Service is impartial
and non-judgemental.

It transpired that Charlie had several problems including a debt of council tax arrears for which there had been a
county court judgement and a liability order made. The local council had passed the debt onto bailiffs for collec-
tion. Although the original debt was less than £300, due to court costs as well as bailiff charges, the debt had
risen to over £550.

Charlie’s problems were compounded by his reliance on methadone because he was a former drug addict and he
seemed unable to cope with paying bills. In fact, he admitted that he was unable to cope with any personal fi-
nances at all.

Our caseworker managed to liaise with the bailiff and put a hold on the account whilst endeavouring to persuade
the council to recall the debt. We contacted the council’s principal local taxation officer but he could not recall
the debt. However, we persuaded him to cancel some charges and reduce the debt to £286. He agreed that
Charlie was a vulnerable customer.

Our caseworker spent time with Charlie working on his budgeting skills, helping him to solve most of his financial
problems by making use of direct debit facilities to manage essential bills and arrears. He was grateful for the
support with this as he was not computer literate and did not know how to go about setting up direct debit pay-
ments. He now knows how much spendable income he has per month. He also has confidence in our Service
and knows that he can make contact if and when he needs advice and guidance.

Our team works very closely with professional staff at our outreaches in the many hospitals and hospices

throughout Hampshire.

We are also working with Wessex Cancer Trust and operate outreaches in their locations by appointment.
This works well as their clients are able to see our caseworkers on site and we are able to make use of their
excellent facilities enabling us to see clients at an alternative location.




Giving Advice

On what issues did our clients ask for advice?

Most of our clients approach us to
increase their income or access
the benefits they might be
entitled to.

Debt is no longer one of the big
issue areas for HMCAS only one
percent of our clients asked for

debt advice.

Top advice areas

H Benefits and tax credits
M Employment

B Grants

B Travel and transport

m All other

Where do we see our clients?

Where we help clients

 Qutreach
M Local Citizens Advice
m Home visits

How do our clients first contact the Service?

We see most of our clients at
outreach locations across the
County — this could be because
clients like to try to combine an
appointment with us with a
medical appointment. Outreach
appointments are a good use of
caseworker’s time — we can see
more people in a short amount
of time. We completed just over
2500 face to face appointments
this year.

Our clients are still making
good use of the telephone
advice line and we still meet
two thirds of our clients by this
method.

Client first contact

M Telephone
M Face to face
® Email/letter

11



Disability

Disability

H Long term health
condition/disabled

M Not disabled

Whilst the majority of our clients have
a long term health condition or a
disability, our service is available to all
those affected by cancer. This includes
their carers and family members as the
effects of living with cancer impacts
the whole household.

Most of our clients consider they have
a disability or long-term health
condition. This illustrates that cancer is

Client Profiles

Who were our clients in Year 8?

seen as a life changing experience for
most people.

The majority of our clients are in the age range 50 -65 years old. We see very few younger clients
because their needs are met by specialist agencies such as CLIC Sargent and other Citizens Advice

projects.

Age range of clients
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The top six remain
the same year on
year — we have
more caseworker
days available in the
busiest areas to
meet the need, and
more availability
across those
outreaches.

Havant

Isle of Wight
New Forest
Basingstoke
Southampton

Portsmouth

Clients advised - top 6 local authorities

274

288

100

150 200 250 300 350
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Support following a cancer diagnosis

Many of our clients had a terminal diagnosis before getting into contact with HMCAS. Over time we have
become aware that many cancer patients are considered terminal when they are first seen at the hospital;
they receive their prognosis at the same time as their diagnosis. This is a life changing moment when
people will look for assistance with income maximisation. They will also want to discuss difficult issues
and will approach services for the first time, many never having claimed benefits in the past.

St Mary's (Isle of Wight) client said:

“Without HMCAS to guide me through the minefield (which is the benefits system), I quite simply would
have been under great pressure and in a very stressed out state (stressful situations can quite literally
manifest themselves physically in a very negative way to cancer patients). My caseworker was extremely
kind and very patient when explaining the very complex (to the layman anyway) issues with regard to

benefits. She always did what she said she would, returned my calls when messages were left for her and
was altogether a good egg! Without HMCAS to guide me I would probably still be sinking into a quicksand
of red tape and official language that is quite frankly alien and unintelligible to me!! So thank you very
much to HMCAS for all her help and very pleasant demeanour throughout one of life's hardest and most
difficult situations.”

Increase in wellbeing

Many of our clients are simply too ill or over whelmed to claim benefits themselves. We know that we are
able to improve a client’s wellbeing and quality of life by taking this additional stress away from them. This
is what our clients have said about the improvement to their wellbeing after help from one of our
caseworkers:

“Denise at Macmillan CAB

service has enabled me to have

a better quality of life with her ~ “Mohammed was extremely
advice.” knowledgeable and very helpful,

"I am able to sleep at night
because of the help I received.

THANK YOU.”
understanding my situation he made

; Winchester client .
(Havant client) ( ) the whole process a lot easier for me.

He explained everything in a way that
was much easier to understand. I have
been under a lot of stress regarding
my illness and he helped to take the
pressure away. Thank you very much

(Queen Alexandra client)
for this service I feel it's invaluable.”

‘Tdo not know how to thank Fran (Queen Alexandra Hospital client)
enough. I am finding day to day

activities very difficult and distressing. "You have helped me so

You have lifted all of this away from much and helped ease my

my shoulders. You were gentle and so money worries. I really “Although I would have

very patient. I am over-awed by your wouldn't like to think how I claimed, the process was much
compassion combined with such would have coped mentally less stressful at a time when
efficiency. I thank you from the bottom if it wasn't for you. You are additional stress was not

of my heart.” so amazing. Thank you.” required. Thankyou.”
(Portsmouth client) (New Forest client) (Gosport client)

13



Telephone Helpline

We operate our HMCAS Helpline Call Volume
advice line Monday —
mYear 6 mYear/7 mYear$§

Friday from 9.00am-
1.00pm with a

message service

1267

1056 1101

1095 1074

1013 975 981 994

outside of these
hours, enabling one
of our advisors to call
back. Our telephone
line is how around

Oct- Dec Jan-Mar Apr- June Jul-Sep

two thirds of our

clients’ first contact our service but sometimes the client will still require an appointment. Although we
offer drop in appointments at all our outreach locations many clients prefer to pre-book so they know
what time they will be seen. Once a client calls the helpline, our caseworkers are able to answer
queries and progress the client through to their next step.

We experienced an increase in call volume in
the last quarter of this year — this was a
change as the helpline had remained almost
static in the first three quarters.

WE ARE
MACMILLAN.
CANCER SUPPORT

We tried several initiatives this year with

advisers staying on the advice line for longer
in the afternoon and widely advertising our
contact details with local authorities and medical centres.

Research and Campaigns

Research and Campaign (R&C)

work is a twin aim of Citizens Campaigns

Advice where we use the

experiences of our clients to try
to lobby for change and ™ Benefits
improvement to existing systems

and practices. We can act on a

Health and community care

local level or in partnership with ® Employment

Citizens Advice and Macmillan on

. o Hou
a national level. Housing

M Other

This year we have been fortunate

to have Jude, our Gosport

Caseworker, co-ordinate Research
and Campaigns and her report is included on the next page.



This past year we have been very busy with campaigns. We have created evidence reports to help
national Citizens Advice and Macmillan Campaign teams in the following areas:

1 Poor administration of our clients’ benefit claims by the DWP and also by their contracted
medical assessors when clients are too ill to work.
The financial hardship faced by our clients when benefit payments are stopped due to mail
going astray and those caused by delays in payments due to DWP errors.
The financial hardship caused when medical professionals charge for ‘letters of support’ for
their patients’ benefit and grant applications and even for support letters for aids needed to
enhance the quality of daily living and wellbeing.
Gathering and providing evidence illustrating how different groups of disabled people are
treated by the benefit system.

We have included the impact of cancer on clients’ lives and employment status; how their condition
affects their ability to work, the benefits they receive, who they live with and their tenancy type.

The roll out of full service Universal Credit (UC) in the Southampton area has resulted in many calls for
evidence to Citizens' Advice Research and Campaign Central Team. The main issue for many of our
clients living in UC full service areas has been claiming the earnings replacement benefit for people
unable to work due to sickness which is based on their National Insurance contributions, i.e. New Style
Employment and Support Allowance (ESA) - where UC in its entirety is not needed.

The telephone claim contact centres for the Department for Work and Pensions (DWP) insist UC is the
only option possible. This causes so much stress for our clients and frustration to the caseworkers
who know that a contribution based (new style) ESA claim is possible. We have raised our concerns
with our service partnership manager at DWP, Macmillan Financial Support Partnership Manager,
DWP ESA managers as well as DWP Business Development Managers. We have campaigned for
clarification on exactly how to claim this benefit especially for those who are terminally ill and claiming
under special rules. Terminally ill claimants have been asked to attend an appointment in person at
their local job centre to produce ID for their claim. There is currently no arrangement in place to
exempt terminally ill claimants from this part of the claiming process.

The processes are constantly changing procedures and they have in some cases failed to achieve a
seamless fast track claim for what used to be a straightforward benefit claim. As caseworkers we help
all the people we can but there are many who will fail to receive their entitlement because they do not
know about support services such as ours.

Alongside Macmillan and Citizens Advice campaigns we have taken part in surveys on the benefit
system for disabled people and those with serious health conditions where the goal was to compare
UC and Personal Independence Payment (PIP) to the legacy benefit system. At present UC does not
include all of the premiums that PIP entitled claimants to under the legacy benefit system.

Part of our R&C role is to write to local MPs about disability benefits hoping they can use our
evidence to raise issues during question time in Parliament. We have enlightened our MPs about the

poor administration of disability and sickness benefits by writing to them about the experiences of

their constituents. We have also written to Minister for Disability, who was for most of the past year
the local Portsmouth MP.




Our service helps as many people with cancer and life limiting conditions as possible yet there are still
many who fail to access the benefits they are entitled to. We have actively campaigned for the
government to address the faults in the UC claiming processes before fully rolling out across more
areas. It is worth noting that recently the government has announced that full service roll out is to be
delayed in many areas in Hampshire. We hope the delays may result in a benefit system that is easily
accessible to all claimants with efficient claiming and payment processes.

By Jude Randall, Gosport caseworker

Feedback from one of Judeds clients i

OAbsolutely excellent - couldn’t fault them in any way - only praise.

“Jude from the war Memorial Outreach has been absolutely brilliant. She spent hours and hours
over several weeks to help us through reams of paper work and phone calls to the appropriate
benefit offices to sort things out. Before Jude helped us, my husband gave up with it all as we
just couldn't cope with endless paperwork - different answers given us from same department,
being shuffled from one phone number to another and back again - it got to point where we
couldn't do it any more we were at our wits end. Without Jude's help and her determination not
to give up for us really paid off in the end and it had a good positive outcome.

“We know this service has helped numerous others who also would have just given up even
without starting due to the overwhelming pages and pages of forms needed to be filled in. Just
can't thank her and the CAB. service enough for all the tireless time and energy they put in to
help people get what they're entitled to and help make life a bit easier to manage.

“You all deserve a medal. Thank you. We feel very humbled that such lovely people working on
our behalf go to such great lengths to help.”

(Husband and wife, Gosport)




What our clients tell us

Feedback from our clients is regularly obtained and analysed, giving robust evidence of the

value of the service for those using it.

2017 client survey feedback

of clients
responding had
more confidence
to be able to deal
with their financial,
housing or work
situation following
our help.

If you are affected by cancer or are caring for someone, has the
service given you more confidence in dealing with your/their

9 1 % financial, housing or work situation?

B Much more confident

m Somewhat more confident

m No change

Has the service helped you worry less about money,
housing or work issues?

m Much less worried
m Less worried

M No change

93%

of clients
responding were
less worried
about money,
housing or work
issues.
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2017 client survey feedback continued

If we helped you claim benefits would you have
claimed them without our help?

79%

of clients
responding would
not have claimed
benefit without our
help.

B No MYes

99%

of clients
responding would
recommend our

Service to others.

Would you refer other people to the service?

M No

M Yes

18



Some of our clientsd feedback

“Your team are excellent. Please
keep doing what you do. You are
all amazing. We cannot thank you
enough.”

“My Caseworker Eva was
fantastic she helped me claim
benefits that I didn't know I could
claim for. It was a huge weight off
my shoulders after our first
meeting. There were never any

Queen Alexandra Hospital client

problems contacting her about any

OMyself and my late husband had no

issues I had. Couldn’t have done it
with out her. Thank you very
much.”

idea of what or how to go about getting
any benefits to which we were entitled.
You helped us in every way to find out.

You made telephone calls and filled out
all the forms explaining it all to us.
Without your help I don’t know how we
would have coped. We are so grateful
for all you did for us. 0

“Thank you for all the help I would Southampton client

have tryd (sic) to do the forms but
I can't read or write very well and

. . , "It was nice to have someone in my
get stuck with big words.

corner fighting for me. Could have

Havant client not done more or been more help-

ful.”

University Hospital Southampton

“Very helpful. Encouraged me to claim when I

wouldn't have done so myself. “Denise was incredible. She managed to help me

understand what benefits I was able to claim and
advise me fully on the incredibly long/complex
forms. The extra money will really help me and
littl 2 f his challengi
"I could not have my ittle boy( years of age) a'Ft is challenging
time. Denise was such a good listener - her kind,

.done anything gentle approach was much appreciated. Thank
without the help of you.”

your service.Iam so
very pleased we have Royal Hampshire County Hospital
you.” (Winchester) client

Queen Alexandra Hospital client

Gosport client “Provides a very

useful service. Good
to have such help
during very difficult
times.”

Havant client




Hampshire Macmillan Citizens Advice Service operates
across Hampshire, Southampton and Portsmouth cities and
the Isle of Wight. Our service can be accessed by calling ...

0344 847 7727

9am to 1pm - Monday to Friday

macmillan.cahampshire@cabnet.org.uk

For further information about the Service, please contact the Service Manager:

Sue Alford — macmillan@citahampshire.org

Citizens Advice Hampshire and Independent Citizens Advice Bureaux working together for

Hampshire - http://citahants.org

Company Limited by Guarantee Registration no 6435678

caig‘z;cr;s Hampshire Registered in England. Registered Office: c/o 83 Britannia Gardens,
Hedge End, Southampton SO30 2RN
Registered Charity no 1122695
WE ARE http://ci
p://citahants.org
MACMILLAN.

CANCER SUPRPORT
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