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Background

	● This is the third and final report focussed solely on experiences 
of the Case Transfer process. 

	● This report covers the experiences of clients who have had their 
award transferred to Adult Disability Payment, Carer Support 
Payment, Pension Age Disability Payment and Scottish Adult 
Disability Living Allowance. The results are from responses to 
the Social Security Scotland Client Satisfaction Survey that were 
received from 1 April to 30 September 2025.

	● Since the financial year 2024-2025 a decision was made to 
sample for some benefit experiences. By sampling all clients 
who experience a transfer from 2024-2025 onwards, the Client 
Satisfaction Survey can achieve sample size sufficiency. This 
also reduces the burden on clients who have their awards 
transferred from the Department for Work and Pensions. 

	● A randomised 10% of all open text comments was thematically 
analysed. Main themes are included alongside verbatim quotes 
from respondents.
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About the survey respondents

	● Most (95%) described their ethnicity as ‘white’ 
compared to 3% minority ethnic.

	● 	Almost two thirds (58%) described their gender 
identity as ‘woman’ compared to 40% ‘man’.

	● Half of respondents (50%) were aged 65 and 
over. Around one in five (26%) were aged 55 to 
64 years.

	● 	Over half lived at a postcode categorised as 
SIMD quintile 1 (most deprived) (28%) or quintile 
2 (23%).

The report is based on responses from 5,347 clients.

1,527
respondents who had their 
award transferred to Adult 
Disability Payment

1,182
respondents who had their 
award transferred to Carer 
Support Payment

14
respondents were uncertain 
about which benefit their award 
had been transferred to ?

1,595
respondents who had their award 
transferred to Scottish Adult 
Disability Living Allowance

1,029
respondents who had their 
award transferred to Pension 
Age Disability Payment
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Overall experience 

● Eight in ten (80%) respondents rated their overall
experience with Social Security Scotland as ‘very
good’ or ‘good.

● A similar proportion of respondents agreed
that they had been treated with dignity (77%),
fairness (78%) and respect (79%).

● A slightly higher proportion (83%) of
respondents rated their experience with staff as
very good’ or ‘good’.

● Four in five respondents (81%) agreed they felt
informed about the transfer process, while three
in four (74%) felt reassured about it.

● One in two (51%) respondents agreed they felt
supported during the transfer process, while one
in three (35%) neither agreed nor disagreed with
that statement.

● Lastly, just over one in three (38%) respondents
agreed that the transfer process made them feel
anxious, while one in three (34%) disagreed with
this statement.

Communication
About the communication they received about the transfer 
of their award, most respondents felt it:

80% was ‘clear and easy to understand’

76% ‘helped them to understand what was
happening and why’

74%
‘made them feel confident that they could
approach Social Security Scotland if they 
had a query’

77% ‘tone was friendly’
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Case Transfer communication
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● When asked how much they agreed that the
communication received about their case transferring
to Social Security Scotland ‘was clear and easy to
understand’ roughly eight-in-ten respondents agreed.
Respondents whose case was transferred to Adult
Disability Payment were the least likely to agree with
this statement (77%) compared to those transferred to
Scottish Adult Disability Living Allowance (87%).

● The survey also asked if the communications ‘had a
friendly tone’ and ‘helped them understand what was
happening and why’. For both statements respondents

transferred to Adult Disability Payment were less likely 
to agree (69% and 73%, respectively) compared to 
Scottish Adult Disability Living Allowance (79% and 82%, 
respectively).

● Finally, when asked how much they agreed that the
communications from Social Security Scotland ‘made
them feel confident that they could approach Social
Security Scotland if they had a query’ three in four (75%)
respondents agreed with that statement across the four
benefits.
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Transfer process
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● At least eight-in-ten respondents agreed that they
felt informed about the transfer process, with
respondents transferred to Pension Age Disability
Payment being more likely to agree (87%).

● Between seven and eight-in-ten respondents agreed
that they felt reassured about the process, with
respondents transferred to Pension Age Disability
Payment and Scottish Adult Disability Living
Allowance being more likely to agree (80% and 79%
respectively).

● Around half of respondents agreed that they felt
supported during the process. Respondents transferred
to Adult Disability Payment being less likely to agree
(47%) compared to the other three benefits.

● The survey asked how much respondents felt that the
transfer process made them feel anxious. Respondents
whose case was transferred to Pension Age Disability
Payment were the least likely to agree that the process
had made them feel anxious with one-in-four of them
agreeing with this statement (26%). While six-in-ten (61%)
respondents transferred to Adult Disability Payment
agreed with it.
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Transfer process
In open text comments respondents used words such as ‘seamless’, ‘smooth’ and ‘straightforward’ to describe their 
experience of having their case transferred from DWP to Social Security Scotland.

“It was straightforward and I only had one form to fill in, I was worried 
that something would go wrong, but it was easy, my money is the 
same amount and it’s t was paid on time” 
Respondent with experience of Pension Age Disability Payment

“The whole process has been 
very smooth” 
Respondent with experience of 
Adult Disability Payment

Positive comments often 
linked the ease of the transition 
process for the clients with 
the clear communications that 
accompanied it.

“Everything was made quite clear & fully understandable as to how the process 
would work & it all appears to have went without a hitch” 
Respondent with experience of Scottish Adult Disability Living Allowance

They also described having feelings of anxiety due to the change, but most felt reassured by the written communications 
and interactions with staff. 

“I was anxious about transfer process. 
However I was given clear information 
via letters to help alleviate my stress.” 
Respondent with experience of Pension 
Age Disability Payment

“When I phoned to make sure that everything would transfer 
over from England I was informed by a helpful member of staff 
who listened and reassured me that nothing would change but 
the name would be changed from PIP.” 
Respondent with experience of Adult Disability Payment
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When respondents made more negative remarks specific about the transfer process they were about the change in 
payment dates. For some this came as a surprise. 

“I became anxious when my benefit did not arrive on the day 
I expected. When I phoned they informed me that my benefit 
would now be paid on a Wednesday and not Tuesday. They were 
very helpful and reassuring.” 
Respondent with experience of Pension Age Disability Payment

“I was being paid on a Friday, changed to a Monday upon 
transfer to yourselves therefore losing 3 days payment!!!” 
Respondent with experience of Scottish Adult Disability 
Living Allowance

“It wasn’t stated clearly that there would be 
a week lose between payments when I didn’t 
receive my normal payment I called social 
security who told me many people had 
contacted about same thing the print wasn’t 
clear enough that the first payment would 
be 5 weeks then go back to 4 so I was left 
the week I normally get my payment without 
money which wasn’t to good” 
Respondent with experience of Carer 
Support Payment

Others received letters saying they hadn’t provided information relating to their review as part of the transfer process and 
this caused stress and confusion.

“Ensure correct communication is sent as it is very 
stressful to be advised you have not returned information 
when you haven’t actually been asked for it.” 
Respondent with experience of Adult Disability Payment

“[…] And I have received a couple of reminder 
letters that were not necessary as I completed my 
backdate forms as requested at the time.” 
Respondent with experience of Scottish Adult 
Disability Living Allowance
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Contact us

	 socialsecurity.gov.scot

	 @SocSecScot 

	 Social Security Scotland
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