Annex 1

Supporting Letter Template 

Organisation Address

Customer’s Name (Customer’s house number, street name and postcode)

NINO

Date of Birth

Date

To whom it may concern,

I am writing to you regarding [customer’s name] and their recent claim for Personal Independent Payment. I work for [Housing First/Brighter Futures/CDAS/Concrete] as a [support worker/service co-ordinator] providing support for [customer’s name]. I am writing to support their claim and wish for this to be taken as evidence of their needs.

I am a professional in the area of multiple complex needs and I support [customer’s name] regularly. Through the time spent with [her/him/them] I have experienced the difficulties [he/she/they] face[s] on a daily basis. 

I have looked at the descriptors and applied my experiences with the customer to these below.

The best approach for this, is for the service co-ordinator completing this template letter to use as many examples as possible of where they have seen their client struggling in this area. If they have seen evidence of the struggles, i.e. only microwave food packaging around, customer presenting as unkempt or unhygienic etc, this should be mentioned. 

I would suggest structuring it around the descriptors so the Decision Maker who reads this evidence sees exactly which descriptors the examples you are providing belongs with. 

Remember, this is all based on your evidence of the customer, things you have experienced or witnessed as a professional working with people with complex needs. It isn’t just repeating things that they have told you.

Preparing Food

Have you seen the customer prepare food? Do they only microwave meals because they can’t cook food or do they rely on you taking them to get ready made food? Do you notice anything which could prevent them from preparing or cooking such as a poor attention span, lack of ability to understand or follow cooking instructions, poor grip or the inability to stay standing for long periods? 

Taking nutrition

Do they struggle to hold cutlery and need someone to cut food up for them? Have they ever choked due to difficulty swallowing? Do they need someone to tell them when to eat due to memory/cognitive issues? Are they often hungry because they have forgotten to eat or do they have an eating disorder? Does the customer require medical assistance to feed such as a feeding tube?

Managing therapy or monitoring a health condition

Does the customer require support to be able to attend the doctors/Mental Health team to monitor their health condition? Do they forget to order/collect or to take medication? Do they require assistance AT HOME to undertake any physio, bandaging or cream application for more than 3.5 hours per week (If they are supposed to do these things and can’t because they don’t have the support to, this counts!)

Washing and Bathing

Do you find that the customer often doesn’t bathe? Is there particular areas of their body that they struggle to clean properly? Can the customer get into both a bath AND a shower? Does the customer need someone to encourage them to clean themselves? Does the customer use aids to bathe/wash?

Managing toilet needs and incontinence

Have you ever seen the customer suffer with incontinence? Has there ever been an odour which indicates that the customer has suffered with incontinence of either the bowel or bladder? Does the customer struggle to get in or out of chairs (this would likely show difficulty getting on or off the toilet too)?  Do they use aids to use the toilet or have to hold onto something to get on/off?

Dressing and undressing

If you visit the customer at home are they often wearing their pyjamas or still wearing the same clothes as the day before? Do you find that their clothes smell/look dirty? Do you need to remind them to get dressed? Do they often wear inappropriate clothing for the occasion/time of year? Do they ever take their clothes off  inappropriately?

Communicating verbally

Does the customer have a stutter or stammer? Is this more pronounced when they are anxious? Do they have to write notes or use hand signals to make themselves understood? Do they need a hearing aid? If so, does that hearing aid get them to an acceptable standard of hearing? Do they need a sign language interpreter? 

Reading and understanding signs, symbols and words

Does the customer need you or someone else to help them read their mail? Is this because they have sight problems and cannot see/ they have a cognitive impairment/ learning disability? Has a cognitive impairment or learning disability prevented them from learning to read? Do they use a magnifying glass to read? Can they see signs such as fire exits? Do you have to help them to understand what basic letters or notes say?

Engaging with other people face to face

Does the customer resist leaving the house because they are anxious about seeing other people? Do they spend most of their time alone due to anxiety, fear or inappropriate behaviour? Do they need you or someone else with them when they attend appointments and do you need to speak on their behalf? Do you need to calm them down when they get anxious or frustrated with others? Have they ever been verbally or physically aggressive to someone because they are unable to cope with engaging with them? Have they ever put themselves at risk to get away from the situation causing them such a high level of anxiety or frustration? Can they make phone calls themselves?

Making budgeting decisions

Are they in arrears with their bills? Are they able to effectively budget and stick to it? Do they understand that they have to pay bills? Are they prone to impulse spending and then having no money left for food? Are they reliant on food parcels for this reason? Do they often go without a necessity because they have run out of food? Do they spend their money on drugs/alcohol as soon as they get paid and have no consideration for other priorities? Are they able to work out what note to use or what change they should get if they visit a shop and buy something? Are they financially exploited by others, leaving them unable to manage their own payments?

Planning and following journeys

Do they need you to take them to appointments in either familiar or unfamiliar areas? Are they unable to go to these appointments if you can’t take them? Do they get lost and need you or someone else to help them? Can they get themselves somewhere unfamiliar on their own? Have you ever seen them get agitated at not knowing their way somewhere? Are they able to safely go out (i.e are they often under the influence/withdrawing and unable to focus enough to be safe enough to cross a road etc)? Do they have sight issues which affect their safety outdoors on their own? Do they have fits and need to be supervised when outside? Do  they need an assistance dog? Do they panic and react in unpredictable ways because they are outside? Have they had a traumatic experience outside and this means that they have extreme anxiety when outside?

Moving around

Do you have to walk slowly when with them so that they can keep up? Do they use crutches, wheelchair or a walking stick? Do you have to stop so that they can catch their breath? Are they unsteady on their feet for any reason and there is a risk that they might fall? Do they need a wheelchair but don’t have access to one? Do they suffer with such pain from walking that it stops them from going out?

I hope that this provides an in depth experience of the effect my customer’s health problems have on them and the support which they need to undertake the activities listed above.

I am happy to provide further evidence for this claim on the below contact details.

Thank you for your consideration.

Yours faithfully,

[Your name]

[Your Job Role]

[Your organisation]

[Your contact details if further contact is okay]

