
 
Case Study: Pawel’s Experience with ICOS Support 

 

Pawel (name changed) our client age 49 from Poland was navigating a series of important tasks in his 

life, but with language barriers and complex systems, it wasn’t always easy. Thankfully, ICOS was 

there to help every step of the way. 

It all began when Pawel decided he doesn’t want to have a TV licence anymore, Ewa our project 

worker helped him by booking interpreters for his upcoming appointments, ensuring effective 

communication. Shortly after, he reached out for help registering with his Ashburn GP surgery, 

where we helped him fill out the necessary forms. However, Pawel’s challenges didn’t stop there. 

When he needed an emergency GP appointment, our project worker stepped in again, helping him 

navigate the NHS 111 system. He had visited the A&E in Sunderland but was sent away to his GP.  

Pawel contacted ICOS about his PIP decision and to double check if he is eligible for concessionary 

travel. ICOS took the time to go through the details with him, clearing up any confusion. 

Unfortunately, he is not eligible as he was not awarded any points for mobility.  

When our client faced an issue with mediation for a personal matter, Ewa arranged a session with 

Together North East at a time that suited him, with an interpreter present, paid by the mediation 

service. Universal Credit was another challenge for him. Ewa helped him with his initial Universal 

Credit appointment by interpreting on the phone and also dealt with an overpayment issue, 

contacting the relevant department on his behalf and get clarification where the dept comes from. 

227.94£ that he owes for the benefit, was overpaid for him. It was ascertained. 

Our project worker also completed council tax information form for him. Pawel supposed to give his 

income in the form and committed to pay monthly 120£ of his dept. Email was sent to the council 

tax department and in the meantime advised to send it by post asap. Council tax court summons 

arrived, he was confused whether it was for the current or past year. We called the Council to 

quickly clarified, ensuring the summons was for the correct period, the Direct Debit will switch to 

cover the latest dept. 

 

Through it all, ICOS was there to guide Pawel, making sure he didn’t face the system alone. From 

appointments to paperwork, our project worker provided vital support, ensuring his life could move 

forward smoothly, without the stress of navigating complex processes alone. 


