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Welfare Rights Service - Overview 

 

What do Welfare Rights do? 

The core purpose of the Welfare Rights Service is to provide a high quality, 
comprehensive and independent personal welfare rights service within the resources they 
have available, to make Lancashire residents more financially secure. They are specialists 
in all welfare benefits legislation and are the 'go to' service for anyone who is having 
problems in accessing their appropriate benefit entitlement. They advise and represent 
people at first tier Tribunal hearings, and also represent people at Upper Tribunal hearings 
where they believe the first tier Tribunal decision contains an error of law. They work 
closely with staff and services across Lancashire who support residents, in particular the 
most vulnerable residents who are at risk of needing or are already receiving support from 
statutory services. They also provide informal and formal training on key benefit topics and 
act as a consultancy for professionals and services across Lancashire. 

What do Welfare Rights not do? 

They do not provide specialist debt advice, housing advice or employment advice. The 
people they work with often have multiple problems, so they will ensure they are offered 
support from other appropriate specialist services to ensure a holistic approach is taken to 
meet the needs and circumstances of everyone they work with to try to improve the overall 
situation, in turn improving the individual's health and wellbeing. 

They do not offer a form completion service for working age customers as this is low level 
help that can no longer be resourced, but the contact centre and service website redirects 
people to available support if needed. 

What can our customers expect from Welfare Rights? 

They treat all customers with respect and dignity and work hard to achieve high levels of 
customer appreciation of the service. The work they do not only benefits Lancashire, but 
also influences how welfare works nationally. 

The customer or someone on their behalf can contact the service by phone, email, letter or 
via an online form on their website. All phone calls are answered by the customer services 
centre, who will respond as appropriate and take the details for any new enquiries which 
are then sent through to Welfare Rights to allocate as appropriate. Enquiries are split into 
three types, the first being an enquiry from or about an older person (currently anyone 
over 65 years of age), general enquiries where they should be able to provide the 
necessary advice by phone, and complex enquiries like mandatory reconsiderations and 
appeals. Depending on the type of enquiry and the urgency, each case is allocated to an 
appropriate adviser to make contact within a range starting with 2 days for very urgent 
enquiries, up to a month for low priority general advice. 
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Unfortunately Welfare Rights advisers cannot meet with every customer who wants to be 
seen, but they do provide very good advice, support and assistance in the most 
appropriate way available at the time, and maintain contact with customers until the case 
has been concluded hopefully in a successful manner. 

What are Welfare Rights priorities for the year ahead? 

 To continue to work closely with lung cancer nurse specialists – there is a referral 
arrangement with the specialist nurses which ensures a quick response for clients 
in need of help and advice 

 To undertake ongoing targeted benefit take-up with older people, currently working 
in partnership with District Council's to reach older people on low income benefits. 

 To continue to provide specialist support with benefit appeals, ensuring fair and 
comprehensive case assessments are undertaken and support available to those 
who need it most and have no other support available. 

 To promote self-help tools and reduce reliance on advice services generally. This 
includes working with libraries to offer support to those accessing an online benefit 
calculator, to give confidence and also to try to engage with those customers and 
encourage the use of other digital skills training and web based self-help materials. 

 To continue to build partnerships with other advice providers to improve the co-
ordination and consistency of information and advice, with a broader financial 
inclusion remit to ensure all residents can afford food, fuel and shelter, whilst also 
promoting opportunities by considering learning opportunities and employment for 
those who are able. 

What have Welfare Rights achieved over the last couple of years? 

 Preston GP project – this campaign involved three GP surgeries in Preston's most 
deprived wards targeting patients over 75, which generated 334 enquiries leading 
to an extra £590,000 per year in extra benefits. 

 Preston and Lancaster Council campaign – a joint campaign with these Districts 
targeting residents over 75 not on Attendance Allowance, which generated 815 
enquiries leading to an extra £1.5 million per year in extra benefits. 

 West Lancashire District Council campaign – targeting over 75's, letter sent by 
WLDCouncil to 2490 households, 543 clients responded wanting a benefit check, 
leading to cash gains of almost £1.2 million per year 

 

For more information 

If you have any queries or need further information please do get in touch.  

Joanne Barker – Manager, Welfare Rights Service, County Hall, Preston, PR1 0LD  
Tel: 0300 123 6739 
Email: joanne.barker@lancashire.gov.uk  
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