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Background

This report presents results from the Social Security
Scotland Client Satisfaction Survey, focussing on
respondents who applied for Young Carer Grant or
Carer Support Payment. The report includes responses
from 1 October 2025 to 31 March 2026.

The Client Satisfaction Survey is continuous. Invitations
are automatically issued to applicants by email, text and
post at least 21 days after a decision.

The survey covers the period from when a client first
hears about a benefit to the point when a decision is
made.

The survey is administered to all applicants who receive
a decision on their application, regardless of what that
decision is.

Response rates and numbers for Young Carer Grant
respondents are substantially lower than those for Carer
Support Payment respondents. Consequently, Young
Carer Grant findings are subject to greater variability and
may be more sensitive to small differences in responses
Results for Young Carer Grant should therefore be
interpreted with caution, including for measures based
on more than 100 responses.

The survey is voluntary and anonymous. This is
essential so respondents feel comfortable sharing their
experiences.

e This publication also includes supplementary tables with

further information, such as key measures broken down
by benefit experience and demographic characteristics.

This publication includes information on survey
respondents’ satisfaction for both the current and
previous reporting periods. As participation in the survey
is voluntary and self-selecting, the results may not be
statistically representative of the wider client base

in either period. Consequently, apparent changes in
satisfaction levels may not reflect changes across the
overall client population, particularly where differences
are small or the number of respondents is relatively low.

To support robust interpretation, this summary report
highlights changes from the previous reporting period
only where the difference is at least five percentage
points and the response base exceeds 100 respondents.
This approach is consistent with that used in our other
summary research reporting. A full breakdown of key
measures for both reporting periods is provided in the
supplementary tables.

To explore our findings further, please visit our Social
Research Publications page. Further research on Social
Security evaluations can also be found on gov.scot.


https://www.socialsecurity.gov.scot/browse/social-research
https://www.socialsecurity.gov.scot/browse/social-research
http://gov.scot

About the survey respondents

® Thereport is based on 1,474 responses. Those were

135 from clients who applied for the Young Carer Grant

and 1,339 for Carer Support Payment.

Most described their ethnicity as ‘white’
(90%, compared to 6% minority ethnic).

Most described their gender identity as ‘woman’
(64%, compared to 34% ‘man’).

Most respondents were aged 55-64 (38%), followed
by those aged 45-54 (17%), 35-44 (14%), and

65+ (12%). Smaller proportions were aged

16-24 (12%) and 25-34 (5%).

There was a spread in terms of SIMD quintiles,
with the largest group being SIMD quintile 1 (most
deprived) (27%) followed by quintile 2 (22%).

Young Carer Grant

e Most Young Carer Grant respondents reported being

16 years old when they first applied for this benefit
(67%), with smaller numbers first applying at age
17 (28%) or 18 (5%).

e Young Carer Grant respondents most commonly

reported providing care for 35-49 hours per week
(28%), followed by those providing care for 1-19 hours
(25%). Slightly smaller proportions reported caring for
20-34 hours (23%) and 50+ hours per week (16%).

Carer Support Payment

e The majority of Carer Support Payment respondents

reported spending a substantial amount of time
caring, with 55% indicating they provided care for
50+ hours a week, followed by 40% who reported
caring for 35-49 hours a week. Much smaller
proportions reported spending 20-34 hours (3%)

or 1-19 hours (2%) per week caring.



Overall experience

e Almost three quarters of respondents (74%)

rated their overall experience as ‘very good’

or ‘good’, including 80% of Young Carer Grant
applicants and 73% of Carer Support Payment
respondents (compared with 90% and 67%,
respectively, in the previous reporting period).

A large proportion of respondents agreed
that they had been treated with dignity (84%),
fairness (80%) and respect (84%).

Among Carer Support Payment respondents,
agreement that they had been treated with
dignity, fairness and respect increased to 83%,
79% and 84%, respectively, from 77%, 72% and
77% in the previous reporting period. In addition,
78% rated their overall experience with Social
Security staff as ‘very good’ or ‘good’.

Lastly, the majority of respondents (89%)
agreed that when they looked up information
about Social Security Scotland’s benefits, they
were able to get the information in a format
that was accessible to them.

Communication

About the communication they
received during the application
process, most respondents agreed:

79%

76%

69%

68%

-

‘I had enough choice about how | communicated with
Social Security Scotland’.

‘I had enough choice about how Social Security
Scotland communicated with me’. 75% of Carer
Support Payment respondents agreed with this
statement (69% in the previous reporting period).

‘| got the support (information or advice) | needed'.
69% of Carer Support Payment respondents agreed
with this statement (64% in the previous reporting
period).

‘I received the right level of communication

from Social Security Scotland’. 66% of Carer Support
Payment respondents agreed with this statement
(56% in the previous reporting period).



Application process

Experience of the application process

100%

84% 86%
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I 78% I 78% I 77%

The application
process was clear

The application(s)
only asked relevant
questions

® Young Carer Grant

Overall, 76% of respondents rated their experience of the
application process as ‘very good’ or ‘good’, including
81% of Young Carer Grant respondents (87% in the
previous reporting period) and 76% of Carer Support
Payment respondents.

Both Young Carer Grant respondents and Carer
Support Payment respondents reported strong positive
experiences of the application process. Overall, 84%

The eligibility
criteria was clear
before | applied

86% .
85% 81%

35%

| was treated fairly and
respectfully throughout the
application process

| received help with
the application

®m Carer Support Payment

of Young Carer Grant respondents and 78% of Carer
Support Payment respondents felt that the application
was clear. In relation to fairness, 85% of Young Carer
Grant respondents and 81% of Carer Support Payment
respondents felt they had been treated fairly during
the process (90% and 74%, respectively, in the previous
reporting period).



® 86% of Young Carer Grant respondents and 78% of
Carer Support Payment respondents agreed that their
application asked relevant questions. Similarly, 86% of
Young Carer Grant respondents and 77% of Carer Support
Payment respondents agreed that eligibility was clear.

® When asked whether it was clear to Young Carer Grant
respondents that they would need to re-apply each year,
82% ‘strongly agreed’ or ‘agreed’. Among those who could
remember how they learned this, the most common
source was the Social Security Scotland website (41%),
followed by the Social Security Scotland newsletter (30%),
and friends or family members (28%).



Application process comments

Young Carer Grant

With regards to the application process, many Young Carer Grant respondents commented that the application itself was
straightforward and easy to complete and several shared positive feedback about the service they received.

“The application was easy and
straightforward this year in comparison to

“It's very easy “Very easy to
thank you." navigate through.”

“Amazing

rocess.” : . ”
P last year which was a nightmare.

Some Young Carer Grant respondents whose applications were successful noted the positive impact this had on their lives.

“The young carer grant is very helpful and | hope to
apply again next year. | was able to put the money
towards my savings for driving lessons which will help
me care for my disabled older brother.”

“It was a really good
experience overall.”




Young Carer Grant respondents also shared areas of the application process where they encountered barriers and
identified areas that could be improved in the future. Some respondents highlighted a lack of clarity around application
timings, reporting that they were unaware that submitting their application too early would result in rejection. This led to

some missing out on the grant despite potentially being eligible and these respondents expressed frustration that this
information was not communicated at an earlier stage.

“After 6 weeks from applying | was told | didn’t qualify “I wasn't made aware my application was
because | had applied a week before my 16th birthday even sent a few days too early until I had phoned
though by the time my application was looked at | was 16. To to ask why | was ineligible. A little more

me it was just a reason to decline my application and now | communication about applications would
have had to reapply and go through the lengthy wait again.” go a long way..."

“I applied for young carers for my son,
apparently my application was 2 days early so

it was refused ... | had to redo the form again
which | think is a bit much for the sake of 2 days,
if  hadn’t called up to ask why it was declined

| wouldn’t have known it was early and just
thought he's not entitled ... | knew he was as he
cares for his grandad.”

“I do feel like not being
able to submit the
application a month or
two early is unfair.”




Some respondents also reported that providing the required proof of identification presented a barrier, particularly for those
who had only recently turned 16. Respondents noted that they were often not asked to provide these documents until after
submitting their application, rather than at the outset. This could result in delays to application processing or, in some cases,
applications being rejected where individuals struggled to obtain the required documentation within the necessary timeframe.

“It's very difficult to SUpp|y ID when you are 16. | “I had a S||ght delay because my bank
have a bank account in my name but it's tied to my statement was in my initials rather than full
dad’s so also has his name on it. My hospital letters name and Social Security Scotland rejected

say my name but are addressed to parent / guardian, it. | had to go to my GP surgery and ask them
my NI no letter wasn't dated, the letter from for a proof of name and address.”

yourselves that you sent me wasn't accepted but it
was dated, addressed to me and was asking me to
supply more ID for address etc. | ended up having to
apply for a provisional driving licence which cost me

money that | didn’t have, so my dad gave me it.”

“Not accepting my license.”

10



Some Young Carer Grant respondents also reported that long application processing times, combined with limited
communication or updates about their application progress, negatively affected their experience of submitting an
application and receiving a decision.

“Been waiting for them to process my application for over a month
“I've been waiting and still waiting, an absolute joke if you ask me. They could give an
an upsetting update on the application progress but no they decide to make me
amount of time.” wait for ages. They were also quick to deny my application when |
submitted it a little too early.”

“I wasn't made aware my application was sent a few days too
early until | had phoned to ask why | was ineligible. A little more
communication about applications would go a long way, | am
still waiting to hear about my current application currently and
have no idea when | will get to hear back.”

“I still haven't been accepted or
denied for the grant, | think there
could be more communication
as | submitted it ages ago.”

11



Carer Support Payment

Many Carer Support Payment respondents reported that they found the application process to be straightforward and easy
to understand and felt that the application asked relevant questions.

“It was very easy
and was allocated
quickly.”

“Very easy
process.”

“Application was straightforward to
complete and submit. | was contacted

by telephone for more information and
this was explained well and instructions
reiterated to process the application. Staff
member was courteous and helpful.”

“Easy application to “All good and asked the
complete and easy to right questions for me
submit documents.” to answer.”

“Application was straightforward, easy to understand
and submit.”

“Everything seemed “The application
quite straightforward process being online
enough.” was fine.”

12



However, some respondents reported that the application itself was lengthy and that the process was slowed by being
asked to submit supporting documents only the application had been submitted. They suggested that allowing all required
documents to be uploaded at the point of application would be more straightforward, help manage expectations around
eligibility, and reduce processing delays.

“The only issue | had was the request for supporting
documents, | received the same email for two weeks straight
even though my paperwork was with yourselves. It created a
bit of uncertainty. Overall the whole process took 7 months
which seemed very long but in terms of dealings with staff, it
was brilliant. Very happy with how | was treated.”

“I remember the 70 plus page book for
application. Yes 70+ pages! While | am 72
years young, | cringed thinking about many
elderly/infirm people who would shy away
at the sight of the application “book”.”

“The process could be much better streamlined by asking
for the relevant information at time of application l.e.
earnings/payslips and private pension. Although as private
pension is disregarded why should you have to provide this
information simply saying you receive one should suffice.
The communication is very poor.”

13



Some Carer Support Payment respondents raised concerns about the length of time taken to process their application and
the limited communication they received while awaiting a decision.

“Completing the application was fairly straightforward,

questions relevant and uncomplicated. The process

has fallen down in assessing my application, 6 months

later | am still waiting.”

“The majority of the staff | spoke to via webchat were
helpful but it was just frustrating at the length of time
it took to process my application. | had to eventually

raise it to my MSP and the Minister for Social Justice”

“One of the staff members | spoke to over the phone
was apologetic about the time taken to process my
application, and tried to escalate to a manager to see
if it could be dealt with sooner, as they said it seemed
like it just needed to be approved and had no obvious

issues. Unfortunately, it appears that their attempt was

ignored, as it has now been three months and I've still
heard nothing about the application.”

“Application took far too long (over 6 months)
and when | telephoned to enquire, | was told that
| would hear as soon as they were attending to it,
no other information was given.”

“I have made 4 separate phone calls recently
regarding my application. | am constantly fed the
same line you will just have to wait as we have
so many applications outstanding which must be
dealt with in date order. We are unable to provide
you with any sort of timescale as to when this
will be dealt with. | yet again contacted the
helpline on 17 October for yet another update.

| was totally frustrated and felt | had no option
but to complain about the lack of inaction given

| was advised my application had all the relevant
information to enable it to be processed 2
months earlier but needed a manager to do final
sign off. | have still not received a decision.”

14



“Would have been helpful to have had an acknowledgement of receipt and an indicative timescale
for processing app. You spend hours completing these things and sending off sensitive info in
post. The very least that could be done is a short acknowledgement letter being sent out saying we
have it safely. | received nothing having submitted around 10 March. | had to call up at some point

late April/May to check it had been received. When | did, | was advised it had been received but no
one could give me an estimated timescale for when it would be considered. Process needs much
improvement, | have already taken the time to submit an official complaint with many items pointed
out. All items were upheld and acknowledged. Process has caused me much distress and as a full
time unpaid carer, | am very disappointed.”

A small number of Carer Support
Payment respondents also reported
that it was unclear they would be
ineligible for the benefit if they were
already receiving Carer’s Allowance.
They suggested that clearer
information about this provided at
an earlier stage would be helpful for
applicants.

“Telling the people that if you
have a state pension you can't
claim Carers Allowance before

you fill in the forms and wait 13
weeks before receiving a written
letter for refusal would help.”

“Discriminated against
me because | get state
pension but | worked &
paid for my pension & | do
not consider it a benefit.”

15



Support with application

Who supported respondents to complete their applications

Social Security Scotland 45%
Friend or family

Citizens Advice Scotland

Welfare Rights (e.g., local council)
Other

Health Services

O
)

Money Help (e.g., the Money and Pensions Service)
Housing Support

Advocacy Services

0% 10% 20% 30% 40%

® Respondents were asked if they received help or support identified was Social Security Scotland (45%),
support to complete their application. Around three followed by friends or family (30%) and Citizens Advice
in ten respondents (29%) reported they had received Scotland (15%). Of those who received help or support
support(35% of Young Carer Grant respondents and 28% from Social Security Scotland, almost nine-in-ten (88%)
of Carer Support Payment respondents). reported that it was easy to get support from Social

® Respondents who said they received help or support to Security Scotland to complete their application.

complete their application were asked to identify who
provided this support. The most common source of

16



Decisions

Decision satisfaction measures by benefit type

100%

91%

80%

60%
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My application(s) was/were handled | agree with the decision

within a reasonable timeframe

®m Young Carer Grant

e Overall, more than half of respondents (56%) ‘agreed’ or
‘strongly agreed’ that their application was dealt with in
a reasonable timeframe. Among Carer Support Payment
respondents, 54% agreed with this statement (44% in the
previous reporting period).

91% 92%
85%

| understood the decision The decision was clearly
explained to me

m Carer Support Payment

® Most respondents reported positive experiences of the
decision-making process: 82% agreed with the decision
made on their application, 86% understood the decision,
and 84% felt it was explained clearly.
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Experience with Social Security Scotland staff comments

Many respondents described positive experiences with Social Security Scotland staff throughout the application process.
For example, Young Carer Grant respondents shared:

Staff were very kind “Thank you for your service”

L, “Great service!”
and understanding.

Similarly, many Carer Support Payment respondents reported very positive experiences with Social Security Scotland staff
throughout the application process, highlighting staff as kind, polite, and informative. They noted that positive interactions
with staff contributed to them feeling listened to and understood during the application process. In particular, respondents
valued the continuity of support, reporting that having a particular staff member assigned to their case helped to progress
their application through the system more efficiently.

“Very kind and professional staff.
Delay in claim but that is only to be
expected as you have just taken over
these benefits. Overall extremely
happy. Webchat is a great service.
Staff are a credit to you."

“Everyone | dealt with was “The staff were really
really nice and not robotic. lovely people and

There was a personal touch made myself and my
to each conversation. It felt autistic daughters
natural and not fully scripted.” feel supported”

18



“I think the staff do an amazing job considering
the pressure they must be under and | would
like to thank them for their patience and help”

“They are always extremely helpful and know
what they're talking about. They also don't
pass you from pillar to post. The operator |
spoke to responded to my concerns about

the length of time taken and investigated and
resolved the issue delaying the application
processed. Later was contacted by another
member of staff to confirm my identity. Both
staff were friendly and polite”

“Any time | have contact with social security it
has always been a great help”

“Even though | didn't get extra help financially to look
after my husband which | have to accepted | would like
to thank the staff for their kindness and help.”

“Staff were amazing and were really kind, polite and
helped me with any questions with kindness and
understanding”

“Every time | phoned with a
problem or for help the staff
were always brilliant and
sorted it very quickly”

19



Where respondents reported less positive experiences, these were most commonly among Carer Support Payment
respondents, and primarily related to long application processing times with limited updates and difficulties contacting
Social Security Scotland staff via the helpline to discuss their application. Long waiting times were cited as contributing to
delays in application processing and negatively impacting their overall experience.

“Waited a very long time trying to get through on

“Staff need to start realising that the phone line is literally
the phone, got cut off on numerous occasions.”

there for people to phone and ask questions. It doesn't
matter how “busy” the phone line is and it doesn’'t matter if
they don’t want to be asked for application update. It’s the
claimant’s application and they have a right to know what'’s
going on/why it's taking over 3 months to process. Internal
“Phone call queue waiting time is far too long. staffing issues and high application numbers is not the fault

Needs more people manning phone lines.” issue or concern of the claimant.

“I don't blame the staff but | went round in “The greatest “The problem doesn't
circles for 9 months waiting for a decision frustration was a long, appear to be with the

on Carers Support Payment. While the staff long time waiting for staff, it's the overwhelmed
were all pleasant | never felt like things were my call to be answered. system that is! The staff
moving forward until | wrote a complaint Once it was, | was dealt are great but appear to be
then from that point forward | felt the staff with most courteously, working within a system
finally could help me.” thank you” that is over stretched.”
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