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PREFACE 
 
This paper has been written to ensure that the MPs of West Sussex truly understand the 
tangible human impact of the practices surrounding Personal Independence Payments (PIP) 
and to encourage them to lobby for change to some of those practices to ensure the 
AWARD IS RIGHT FIRST TIME.   
 

 Too many claimants NOT getting the correct award right first time.  

 Appeals taking up to a year and claimants suffering needless stress, anxiety, debt 
and potentially being housebound due to incorrect decisions at the initial stage 

 Assessment centres location and their facilities not suitable for disabled people 

 Assessments ignoring or not getting medical evidence that is available from the 
outset.  

 Assessments not addressing the needs of fluctuating conditions and people with 
mental health, learning difficulties or brain injuries. 

 
Citizens Advice in Arun & Chichester and Central & South Sussex have worked 
collaboratively to understand the issues faced by vulnerable people in West Sussex in 
relation to PIP.  We have researched through the unique insights our Clients have given us 
over the period July 2015 to June 2016.  We have tested our findings with other charities in 
the area who support the disabled, those with mental health or learning difficulties and the 
vulnerable. 
 
In addition, we have through a number of Freedom of Information requests to the DWP 
validated the data with official statistics, dated 14th September 2016, although it is 
frustrating that detail about the Appeal process and the impact on the loss of Enhanced 
Mobility is not available at the West Sussex level. 
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CONSTITUENT CASE STUDY HIGHLIGHTS 
 
We are not involved with all PIP Applications, Mandatory Reconsiderations or Appeals so by 
definition these case studies are only a snapshot of a serious problem that is affecting some 
of the most vulnerable people in West Sussex and it is time to it GET IT RIGHT FIRST TIME. 
For more detail please read the appendix.  
 

West Worthing Constituent 

 
Cerebral Palsy Sufferer 

 “To scared stressed to complete the forms” 

 “just relieved the whole process is over, but dreads having a re-assessment in 2022” 
 

Long Term DLA Claimant with Learning Difficulties 

 As a result of the re-assessment for PIP she lost all her benefits, £3998/yr 

 11 Months later after Appeal she was awarded Low Rate Care, £2865/yr the 
Claimants family have gone through a harrowing time over the last year 

 
Long Term DLA Claimant with severe communication & retention issues both verbal and 
written.  

 In April 2016 the claimant did not receive any PIP Benefit as a result of Reassessment 

 2nd November as a result of Appeal claimant awarded Enhanced Rate Living £4279/yr 
back dated to December 2015 in addition will now receive Severe Disablement 
Premium £3216/yr 

 

Bognor Regis and Littlehampton Constituent 
 
Long Term DLA Claimant with enduring mental health illness at the initial assessment lost all 
his benefits - £5413/yr 

 16 Weeks later at Appeal he was Awarded Enhanced Daily Living and Low Rate 
Mobility £5403/yr   

 

Chichester Constituent 
 
30 year DLA Claimant with High Rate Mobility and Care was HOUSEBOND as a result of the 
initial decision after Re-Assessment for PIP 

 6 weeks later she received the correct award after Appeal 
 

East Worthing and Shoreham Constituent 
 
Long Term DLA Claimant with middle rate care and high rate mobility £5852/yr 

 As a result of Re-Assessment claimant was awarded £3998/yr and at the Appeal 25 
weeks later was awarded £5852/yr 
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SUMMARY 
 
The manner in which the current Personal Independence Payment Benefit is implemented 
has a number of serious and tangible impacts on disabled people and their families.  A 

process where over 65% of all Appeals heard by HM Courts and Tribunal Service about PIP 

result in a different award cannot be working correctly. Where we are involved in helping 
the Claimant with the Appeal Documentation there is a 100% success rate in getting the 
correct PIP Award for the claimant. 
 
Your constituents suffer financially and emotionally from added stress when benefits, such 
as DLA are removed as a result of wrong decisions being taken through the Medical 
Assessment process or by the Decision Maker.  Back-dating the award can never recognise 
the stress suffered by a claimant who has had their Motability Car taken away and been 
housebound for 11 weeks whilst the Appeal process took place and a new car was ordered 
following a successful appeal.  Back-dating the Award will never recognise the debt and 
the emotion surrounding additional hardship both financial and wellbeing that your 
constituent suffers from wrong decisions. 
 
“If I lost my car, or any of my PIP, I would be housebound. Unable to attend hospital 
appointments or go to the shops for food. The prospect of losing everything terrifies me.”  

On the 23
rd

 May 2016, the then Minister for the Disabled People Justin Tomlinson said in a parliamentary 
answer - “The Department gathers information on the reasons why PIP decisions have been overturned from its 
Presenting Officers and the summary reasons it gets back from the Tribunal hearing. Internal Management 
Information for 2015/16 indicates that either new oral or documentary evidence supplied at the hearing are 
the leading reasons for PIP decisions being overturned in 75% of overturns recorded.” 
 
However, in a further written response the next day, the Minister refined his answer as follows – 
 
“The 75% can be broken down as follows:  
 
Cogent oral evidence – 66%  
Cogent documentary evidence supplied at the appeal – 9% “ 
 

We have clear evidence where clients have provided medical evidence and back-up at the 
original Assessment. The evidence was subsequently not recorded at the original 
assessment and we assume unavailable at Mandatory Re-Consideration and indeed one 
Judge at a Tribunal apologised to the Claimant for having to go through the process.  
 
Indeed, the Public Accounts Committee (Contracted out health and disability assessments thirty third report 
2015-16).  The Committee concluded that “too many assessments" did not meet the required standard, and 
highlighted specific concerns over the level of service for claimants with fluctuating and mental health 

conditions. 
  
“I have given up; I cannot take the stress anymore” 
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Although we recognise that Appeals will happen, it can only be described as a failure when 

65% of all cases that reach the Appeal stage result in a different award. 

 
Currently there are 7500 Claimants receiving PIP in West Sussex, however it is the stated 
aim of Government and the DWP that all eligible Disability Living Allowance (DLA) Claimants 
who were under 65 in April 2013 and those over 16 will receive an invitation to be 
reassessed for PIP by October 2017 for completion in 2018.  There are circa 17,000 
claimants in West Sussex in that age range claiming DLA and to July 2016 only 3000 DLA 
Claimants have been re-assessed for PIP, with 72% transferring to PIP. 
 
These numbers may be small within each of your constituencies, they may never appear on 
your radar, but to the vulnerable person it is very significant and can be life-changing.  
 
The impact over the next year will be very significant – it is time for change in the processes 
to ensure that all PIP AWARDS are “RIGHT FIRST TIME”. 
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TIME FOR CHANGE and RECOMMENDATIONS 
 
Although Citizens Advice may question whether the Awards received by claimants of PIP are 
reflective of a caring society the following demand for change is within the remit of the 
current PIP Benefit structure. 
 
We will address a number of areas: 
 

 Medical Assessments 

 Mandatory Reconsideration to Appeal 

 2017 DLA to PIP Bubble 
 

Medical Assessments: 
 
Firstly, it should be noted that sending a letter does not mean that the letter is understood. 
Receipt of an official looking letter often intimidates claimants and triggers anxiety and 
often you find people shutting down as a result of receiving such letter, in the MS 
community it is called “Brown Envelope Blindness”. We have examples of clients who are 
totally overwhelmed by the paperwork and experience. 
 
People invariably wish to present themselves in the best light.   MS sufferer rested for the 
full day prior to the assessment so they were capable of attending, thus the assessor saw 
the claimant in their best possible state. Assessment must cut through the tendency to 
present yourself in the best possible light. 
 
“I avoided doing the form – too scared, too stressed”   
 
We have evidence of the following happening with medical assessments: 
 

 Assessment Centres are in unsuitable locations. No disabled parking and Assessment 
rooms NOT on the ground floor. What duty of care are Assessment Centre staff 
carrying out before making an appointment and secondly when taking a physically 
disabled person to a 1st floor or above by lift with no plans for fast exit in the event 
of a fire?  “My appointment was cancelled when the staff realised I could not 
evacuate the building quickly from an upper and the appoint was rescheduled to 
Guildford from Portsmouth” 

 Medical Assessments are not in a location that are familiar to the client and this is 
most pressing for vulnerable people with Mental Health, learning difficulties or brain 
injuries.  We have cases where a frightened client had their benefit stopped as they 
did not appear for the assessment with the total confusion in the hustle and bustle 
of Croydon. 

 Medical Assessors not understanding people with Learning difficulties.  When a 
Claimant answers that they can cook for themselves, that answer needs to be tested 
and in a case that went to Tribunal that answer had not previously been tested and it 
resulted in the correct award being made at Appeal. 
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 Professional help to the claimant to ensure that the assessor, or indeed the Appeal 
Judge truly understands the capability of a claimant especially with Learning, Mental 
Health issues of fluctuating conditions. 

 Medical Assessments being completed by a Health Care Professional making no 
reference to either the condition suffered by the client or indeed making reference 
to outside medical professionals who have known the claimant for years and where 
that evidence has been available it has not been referenced to in the final 
recommendation from the Medical Assessment. 

 We have evidence as a result of the questioning at an Assessment that the Assessor 
has not read the evidence provided. 

 Health Care Professionals not being trained in Mental Health and not being able to 
assess the true state of the disabled person 

 Health Care professional not investigating fluctuations in the ability to perform an 
activity. We understand that case law has established that if someone cannot 
perform an activity safely, to a reliable standard, without pain or fatigue, and repeat 
that activity within a reasonable time for more than 50% of the time then they 
should not be considered able to perform it. 

 
 
“the Assessment started late, it was very rushed and had not lasted more than half an hour. 
The assessor had said they were short staffed.”   Eventually 7 months later the original 
decision was overturned at Appeal 

 
 

Medical Assessment Recommendations: 
 

MA 1.0 DWP should ensure contractually with Medical Assessment providers provide 
facilities suitable for disabled people – Disabled Parking, Assessment Rooms 
on the ground floor, immediate disabled access and in familiar locations. 

MA 2.0 The Medical Assessment Report and the evidence used for the decision needs 
to be included in the notice of AWARD. 

MA 3.0 The Medical Assessment must include all evidence from the primary health 
care professionals who are assigned to the Client thus ensuring that Appeals 
do not take place because original evidence was not available 

MA 4.0 Medical Assessments for people with mental health problems to be held in 
Centres familiar to them.   

MA 5.0 Health Care professionals should be required to ask if a person’s ability to 
perform actions varies from time to time and that the Medical Assessment 
fully caters for fluctuating conditions 

 
 
In a similar way that the Government proposes to scrap continual Work Capability 
Assessments for the chronically sick, the need for ongoing PIP re-assessments, especially for 
someone who have an incurable condition, should be reviewed.  The stress impact on 
Claimants is significant: one person recently reported that getting a PIP review notification 
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made him so stressed that “I stopped functioning as a human being for a number of days, 
unable to sleep, unable to eat or go out”, so stressed that he would lose the benefit and yet 
he had lifelong conditions which would not get better with either medication or age.      
 

Mandatory Re-Consideration to Appeal 
 
The time taken from the original award, through Mandatory Re-Consideration to the Appeal 
being concluded can take many months.    We have seen evidence in 2016 of this taking 
almost a year.   
 
Client who had been on DLA did not receive any award in Dec 2015, at the Tribunal in July 
’16 the judge stopped the case as he was not convinced that the claimant could represent 
herself and the Appeal was heard in October ’16. 
 
Today we know that in the period July 2015 to June 2016 there were over 1700 Mandatory 
Reconsiderations in West Sussex, although the DWP have provided two different numbers 
through FOI requests.  It is disappointing that the DWP cannot provide key information on 
Appeals at Local Authority level. It is hoped that through contact we have with Jeremy 
Quinn MP the true detail on Appeals will be made available.   
 

No. of Appeals 
Registered  

No. of Appeals 
closed with no 
change to the 
original award 

No of Appeals 
closed with a 
change to the 
original Award 

No of Appeals 
still 
outstanding 

Average Actual 
Clearance Times 
(Median number 
of weeks 

 
We know from all the evidence that 65% of all Appeals result in a new award at a national 
level. In addition, where we are directly involved with Claimants on Appeals in over 100% of 
the cases the Appeal is found in the favour of the Claimant and other charities report a 
similar level of success in getting the correct award on Appeal. 
 
Although it is important to get all AWARDS RIGHT FIRST TIME for all claimants it is 
extremely important to get the Re-Assessments from DLA RIGHT FIRST TIME.  Loss of 
benefit as a result of a wrong decision being made on a DLA/PIP Re-Assessment has a 
serious impact on the well-being of that family.   We have seen examples of the following: 
 

 Loss of access to Motability Car for over 11 weeks and being housebound as a result 
and yet the HM Tribunal have given a different award which resulted in the Client 
being able to have access to a Motability Car  

 Loss of DLA Higher Rate Care and Mobility and after Appeal the Judge apologising 
that the claimant had to go through the process. 
 

The impact may not always be obvious, but the loss of a PIP Award will put the family under 
enormous financial strain increasing debt as they will potentially lose Carers Allowance, 
Severe Disablement Payment, Blue Badge Access, Bus Pass Access and Working Tax Credits 
impacted and yet on over 65% of the Appeals result in a changed award. 
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 Mandatory Re-Consideration to Appeal Recommendations 

 

APP 1.0 Where any DLA Claimant is on the highest level of benefit they should not lose 
that benefit until an Appeal has been heard by the HM Tribunal Service, i.e. 
they retain the high rate mobility thus access to a mobility vehicle.  
 
This should continue until the DWP clearly demonstrate that the level of 
Appeals has reduced and that 90% of appeals are found in favour of the DWP  

 
Recommendation APP 1.0 would firstly encourage the faster resolution of Appeals but it 
would also drive a culture of getting IT RIGHT FIRST TIME and not adversely impact the 
Claimant and their extended family.   From a financial point of view the Government will still 
realise the savings that they have targeted although the saving may be slightly delayed.  
 

2017 DLA to PIP Bubble 
 
The stated aim of Government and the DWP is to issue PIP invitation letters to all eligible 
DLA Claimants by October 2017.  Citizens Advice asks whether the DWP and its agencies 
have the capacity to handle that number of Claimants in a manner that gets the AWARD 
RIGHT FIRST TIME noting that West Sussex DWP have only processed circa 3000 DLA 
Claimants of which 72.4% have received PIP. We estimate that there will be 17,000 DLA 
Claimants in West Sussex invited to apply for PIP in the next 12 months. 
 
Claimants have been known to tape record the Medical Assessment interview due to 
mistrust in the process. It is essential that DWP can reassure Claimants who repeatedly 
express the view that they are frightened, scared and stressed about starting the PIP 
Application and Re-Assessment process.   
 
Citizens Advice, would ask the West Sussex MPs to ensure that there is the capacity and 
processes in place to get the AWARDS RIGHT FIRST TIME for these vulnerable people 
moving from DLA, who potentially have had a “Lifetime or Indefinite DLA Award” in the 
past.    
 
It is essential that steps are taken to improve the Quality of Assessments.  As the Public 
Accounts Committee in their report this year noted:   “too many assessments do not meet the 
standard required. The Department and contractors acknowledge that past performance has been 

unacceptable and noted their commitment to improving the quality of assessments”.  To date we 
have not seen the evidence to support that there have been improvements in the quality of 
Assessments.   Before proceeding with the Re-Assessment process for completion in 2017 or 
2018 it is essential that the Assessment process is RIGHT FIRST TIME    
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NOTE: 
 
Citizens Advice in West Sussex acknowledge that the DWP called for input to the second 
Personal Independence Payment assessment in July 2016 under the auspices of Paul Gray 
CB. Citizens Advice provided input at a national level to this review but we believe it is 
essential that the MPs of West Sussex pay particular attention to this review and ensure 
that there is improvement to the way in which PIP is administered. 
  

 
 Circa 7500 PIP Claimants 

in West Sussex, July 2016 

 28,000 DLA Claimants in 
West Sussex of which 
circa 17,000 are eligible 
to migrate to PIP 

 1730 Mandatory 
Reconsiderations in the 
period July 2015 to June 
2016 of which 17% were 
successful 

 66% of all Appeals 
nationwide result in a 
different award 
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APPENDIX  - CONSTITUENT CASE STUDIES 
 

West Worthing Constituent 
 
Long term DLA Claimant with Cerebral Palsy in receipt of the PIP papers was “too scared 
and stressed to continue”, extension granted to complete.   On receipt of the award he was 
just so relieved that the stress was over, he just put the paperwork away.  Now frustrated as 
he found it depressing, dehumanising and he lost the Enhanced Mobility and now struggles 
with mobility issues.  He is too scared to go back through the process as he may lose all 
benefit. Relief that he is not faced with this until 2022. Assessment Centre did not have 
disabled parking or ground floor accommodation! 
 
Long Term DLA Claimant, 65-year-old. As a result of PIP Re-Assessment she did not get 
Enhanced Mobility and lost her car. Despite getting a medical report from her GP 
Mandatory Reconsideration upheld the original decision. Tribunal hearing in Birmingham 
awarded her Enhanced Mobility.   
 
Long Term DLA Claimant with learning difficulties. Had been in receipt of DLA, Middle Care 
and Low Rate Mobility - £3998/year. Claimant with learning difficulties who cannot cope 
with cooking, understanding the written word, is frightened by official looking letters and 
cannot plan or make a transport journey independently.     The initial assessment and 
decision was to award this lady NO PIP AWARD, 11 months later at an Independent Tribunal 
she was given Low Rate Care PIP £2865/year.   
 
Claimant with significant communication problems.  Both written and oral communication 
a severe handicap in addition to the inability to retain information, therefore even 
responding to the DWP PIP letter to register a claim by telephone was impossible.  April 
2016 the claimant was initially awarded no PIP Benefit.  On appeal, 2 November 2016, he 
was awarded 13 points for daily living, getting the enhanced rate of £4279/yr backdated to 
December 2015. In addition, because he lives on his own he will get the SDP backdated as 
well, £3216/yr. 
 

Bognor Regis and Littlehampton Constituent  
 
A long term Claimant of DLA at higher rate care and lower rate mobility - enduring mental 
illness - organic delusional (schizophrenia-like) disorder. History of frequent detentions 
under the Mental Health Act.  (£5413/year).   The initial PIP decision Awarded 7 points Daily 
Living and 4 points Mobility resulted in the loss of benefit.  The Appeal Tribunal awarded 15 
points Daily Living, 10 points Mobility (£5403/year), after 16 weeks. 
 
Claimant on PIP at Standard Daily Living and Enhanced Mobility Rate, mainly because of a 
chronic back condition. Her PIP was reviewed in April 2016 and she lost all of the mobility 
component because she scored only 4 points. Mandatory Reconsideration decision on 25 
July 2016 upheld the original award. Appealed and the Tribunal awarded her Enhanced 
Mobility Rate 28th October (£2998/year) 
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Chichester Constituent 
 
30 years on DLA with High Rate Mobility and High Rate Care.   Completed the forms, 
shocked that she was called for an Assessment as the forms had been completed clearly 
demonstrating lack of ability and the need for both person care and mobility.  The PIP award 
meant that both the care and mobility were reduced as a result claimant was 
HOUSEBOUND.  6 weeks later the correct award was made. This was only achieved by the 
claimant using the services of a solicitor.  
 

East Worthing and Shoreham Constituent  
 
Long Term DLA Claimant with Middle Rate Care and High Rate Mobility, £5852/yr.  Claimant 
cannot walk past the drive and only leaves the house with the help of her daughter and all 
meals a pre-cooked for microwave heating by her daughter. On PIP Re-Assessment she was 
awarded £3998/yr in April 2016. 
On Appeal, 18th October 2016, claimant was awarded standard care and enhanced rate 
mobility £5852/yr giving her access to a mobility vehicle and all the benefits that come from 
that. 
 
 
 
 
 
 
 
 
 

 


