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Background

	● This report presents results from the Social 
Security Scotland Client Satisfaction Survey, 
focussing on respondents who applied for Child, 
Adult, or Pension Age Disability 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 voluntary and anonymous. This 
is essential so respondents feel comfortable 
sharing their experiences. 

	● 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
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About the survey respondents

	● The report is based on 9,024 responses. Those 
were 859 from clients who applied for Child 
Disability Payment, 4,165 for Adult Disability 
Payment and 4,000 for Pension Age Disability 
Payment. 

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

	● Most described their gender identity as 
‘woman’ (55%, compared to 43% ‘man’).

	● Over half of respondents were aged 65 or 
over (52%), while 20% were aged 55–64 and 
12% were aged 45–54. Smaller proportions 
were aged 35–44 (10%), 25–34 (4%) and  
16–24 (2%).

	● Respondents were distributed across the 
SIMD quintiles, although nearly half (45%) 
lived in the two most deprived quintiles: 23% 
in SIMD quintile 1 (most deprived) and 22% in 
SIMD quintile 2.
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Overall experience 

	● Over three-quarters of respondents (79%) rated 
their overall experiences as ‘very good’ or ‘good. 

	● A similar proportion of respondents agreed they 
had been treated with dignity (81%), fairness 
(78%) and respect (83%). For Adult Disability 
Payment respondents 61% agreed with the 
statement ‘Social Security Scotland treated me 
with fairness’ compared to 67% in the previous 
reporting period.

	● A slightly higher proportion (88%) of 
respondents rated their experience with staff as 
‘very good’ or ‘good’.

	● The majority (74%) of respondents rated the 
application process positively. 

	● Lastly, most respondents 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 (87%).

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

77% ‘I had enough choice about how I communicated 
with Social Security Scotland’

77% ‘I had enough choice about how Social Security 
Scotland communicated with me’

73% ‘I got the support (information or advice) I needed’

76% ‘I received the right level of communication from  
Social Security Scotland’
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Application process

	● Respondents are asked to rate their overall experience 
of the application process. The majority of respondents 
(74%) rated their experience as ‘very good’ or ‘good’, with 
the remaining rating it as neither good nor poor (15%), or 
‘poor’ or ‘very poor’ (11%).

	● Most Pension Age Disability Payment respondents (86%) 
and Child Disability Payment respondents (81%) rated 
their experience of the application process as “very good” 
or “good”. Among Adult Disability Payment respondents, 
60% rated their experience as “very good” or “good”.

	● 67% of Adult Disability Payment respondents agreed 
they were treated fairly and respectfully throughout the 
application process, compared to 72% in the previous 
reporting period.

	● Notably, Around half of Adult Disability Payment 
respondents (54%) agreed and around three-quarters 
of Child Disability Payment and Pension Age Disability 
Payment respondents agreed that the eligibility was 
clear (both 76%).

88% 92%
84% 81%
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	● Among Adult Disability Payment respondents, 63% 
agreed that the application process was clear and 56% 
agreed that it asked only relevant questions. Among 
Pension Age Disability Payment respondents, 84% 
agreed that the application process was clear and 81% 
agreed that it asked only relevant questions. For Child 
Disability Payment respondents, 88% agreed that the 
application process was clear and 78% agreed that it 
asked only relevant questions.
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Application process - respondent comments
Many respondents raised concerns about the length and burden of the application form, describing it as overly long 
with some unnecessary or irrelevant questions. Repetition was also identified as a problem, contributing to fatigue and 
frustration. Some felt the structure did not allow them to fully explain their circumstances or the impact of their condition, 
leading to concerns that their situations were not properly captured. The level of effort required was seen as significant, 
with some indicating they could not have completed the application without external support.

“Feel form could be simplified as too 
many of the questions on the 80 odd 
pages were irrelevant.” 
Respondent with experience of  
Pension Age Disability Payment

“A lot of the questions were repeated several 
times throughout the process.” 
Respondent with experience of  
Adult Disability Payment

“I don’t think my circumstances were 
taken into consideration and the 
questions did not allow me to fully 
explain how my condition affected me.” 
Respondent with experience of  
Pension Age Disability Payment

“It was such a big form and needed so much 
effort on my part that I would have given up if not 
for the help and support of my Housing Support 
Worker. So, it’s a concern that if I hadn’t been 
supported, I couldn’t have completed it alone.” 
Respondent with experience of  
Pension Age Disability Payment
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Despite the challenges identified elsewhere, several respondents provided positive feedback about the overall application 
experience, particularly in relation to staff interactions. Many highlighted that when support was accessible - either 
through Social Security Scotland staff or external advisers - the process became significantly easier to navigate. Staff 
were frequently described as kind, patient, understanding, and professional, with several respondents noting that these 
interactions helped reduce anxiety and made them feel respected and supported throughout the process.

“From initial contact with [name of 
contact] to the second part of the 
application which was done with [name of 
contact] over the telephone the process 
was made easy for me, the provision of 
supporting information was explained 
clearly. Overall, although it was a thorough 
process to determine my suitability, it was 
done in a very professional manner by the 
two ladies mentioned.” 
Respondent with experience of  
Pension Age Disability Payment

“I was treated so well. The people who came into my 
house to help with the application were great.” 
Respondent with experience of unspecified payment

“I could not commend them enough. Easy to talk to, 
understanding and most importantly not condescending 
Thank you so much for making me feel comfortable.”
Respondent with experience of  
Pension Age Disability Payment
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Respondents also gave positive feedback on aspects of the application design, particularly the online system. Features 
such as saving progress and completing the form in stages were seen as helpful, especially for those with conditions 
affecting concentration or energy. However, some respondents reported technical issues and confusion around submitting 
supporting evidence, particularly when uploading documents or receiving confirmation.

“I found the application process for Child Disability Benefit 
straightforward and stress-free. The communication from 
Social Security Scotland was clear, comprehensive and 
easy to understand.” 
Respondent with experience of Child Disability Payment

“The process is quite long so being able to rest in 
between was helpful. I was still exhausted at the end and 
couldn’t really remember the start but online means you 
can stop & save.” 
Respondent with experience of Adult Disability Payment

“The evidence I submitted was by 
post and I later discovered none of 
that evidence was considered for first 
decision making as it had not been 
uploaded by the time the decision was 
made […] on appeal I discovered that 
information could not be considered as 
it had not been available at first decision 
making. Second application was all done 
online by welfare worker who was able 
to electronically send the supporting 
information with the application. I do not 
have the knowledge to have been able to 
do this myself.” 
Respondent with experience of  
Pension Age Disability Payment
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Experiences of processing times and decision-making were mixed. While some respondents praised the speed and 
efficiency of decisions, others reported delays, limited communication, and a lack of clarity around how decisions were 
reached.

“The application was easy to do and a 
reply came very quick was very pleased 
with the whole process.” 
Respondent with experience of  
Pension Age Disability Payment

“It took 9 months from when I first started the 
application process to get a response on whether 
my application was successful or not. This long a 
wait was not appreciated.” 
Respondent with experience of  
Adult Disability Payment

“I was successful. It wasn’t clear how 
long the process would take. If I was told 
it would be several months it would have 
been helpful.” 
Respondent with experience of  
Pension Age Disability Payment
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Support with an application

Who gave respondents help with application 

Money help

Housing support

Advocacy services

Other

Health services

Welfare rights

Citizens Advice Scotland

Social Security Scotland

Friend or family 35%

24%

15%

11%

10%

11%

5%

3%

2%

0% 5% 10% 15% 20% 25% 30% 35% 40%

	● Respondents are asked if they got any help or support to 
complete their application. 47% of respondents said they 
got help to complete their application. 

	● Those respondents who said they got help to complete 
their application are further asked who gave them help 
or support to complete their application. Just over a 
third of respondents (35%) said they got help or support 
from a friend or family.

	● Over one-fifth of respondents (24%) said they got help or 
support from Social Security Scotland.

	● Of those who got help or support from Social Security 
Scotland, 94% said that it was easy to get support from 
Social Security Scotland to complete their application. 
88% of Adult Disability Payment respondents agreed 
with this statement.
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Supporting information

	● Seven-in-ten respondents stated that they submitted 
supporting information when they submitted their 
application (69%). One-in-five respondents asked Social 
Security Scotland to gather supporting information on 
their behalf, while a small number of clients submitted 
supporting information after they were contacted by 
Social Security Scotland (9%).

	● Of those who submitted supporting information, at 
least three-quarters of Adult Disability Payment (76%) 
and around 9 in 10 Child Disability Payment (88%) and 
Pension Age Disability Payment (91%) agreed that it was 
clear what information they should supply.

	● The survey also asks if it was easy to get the 
supporting information they wanted. Agreement with 
this statement was 65% for Adult Disability Payment, 
85% for Pension Age Disability Payment, and 81% for 
Child Disability Payment respondents. 

	● The most likely reason for not submitting supporting 
information was that respondents thought it wasn’t 
needed (30%), that it wasn’t suitable (27%), or it was too 
difficult to get it (19%). 
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Experience of a consultation

	● Those who have been invited to participate in the Client 
Satisfaction Survey following an application for Adult 
Disability Payment are asked additional questions about 
their experience of a consultation. 

	● Around 4% of respondents who had applied for Adult 
Disability Payment told us they had had a consultation.

	● The majority of respondents (85%) rated their overall 
experience of the consultation as ‘very good’ or ‘good’.

	● Nine in ten respondents (91%) agreed that their 
consultation appointment was at a convenient time.

0% 20% 40% 60% 80% 100%

Adult Disability Payment Respondents’  
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I understood why the  
consultation was needed
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my disability or health condition(s)  

and how it affects me

The appointment was at a  
convenient time for me

The type of appointment (e.g. phonecall, 
virtual face-to-face, in-person face-to-face) 

was convenient for me

87%

85%

91%

92%
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Experience of a consultation - respondent comments

Comments about the consultations were mostly positive, with many respondents describing staff as kind, professional, 
and knowledgeable. Others mentioned being put at ease and able to fully explain their circumstances.

“The professionalism, understanding, 
care and compassion shown during 
this visit completely overwhelmed 
me. i cannot find anything negative. 
The people I have interacted with have 
been truly amazing.”
Respondent with experience of Adult 
Disability Payment

“I thought the consultation with 
the nurse was really helpful and 
made me feel so relaxed talking 
about my condition.”
Respondent with experience of 
Adult Disability Payment

“The member of staff was 
very helpful, understanding 
and polite. Thank you” 
Respondent with 
experience of Adult 
Disability Payment
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However, a small number raised concerns about inconsistencies, such as changes in format or cancellations, which could 
make the process less accessible. Some also lacked confidence that information shared was fully captured or reflected in 
decision-making.

“The consultation was originally supposed 
to be in person. The was cancelled 4 times 
[...] I felt they were more interested on what 
my last 4 bank transactions were for than my 
health and physical needs.”
Respondent with experience of Adult 
Disability Payment

“It was good but I don’t think all the information I 
provided was included in my application or if it was 
it was totally ignored as there is zero mention of it in 
my reply so it’s hard to tell.” 
Respondent with experience of  
Adult Disability Payment

“I assumed she was writing what I 
was saying but my award letter told 
a different story.” 
Respondent with experience of 
Adult Disability Payment
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Decisions

Decisions satisfaction by benefit
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	● Overall, respondents were generally positive about 
decision-making. Among Pension Age Disability 
Payment respondents, more than nine in ten agreed 
that their application was handled within a reasonable 
timeframe (94%), agreed with the decision (91%), 
understood the decision (93%), and felt the decision 
was clearly explained (92%).

	● Child Disability Payment respondents reported high 
levels of agreement across the decision satisfaction 
measures, including 71% agreeing that their application 

was handled within a reasonable timeframe (up from 
65% in the previous reporting period) and 86% agreeing 
that they understood the decision.

	● Among Adult Disability Payment applicants, 60% 
agreed that their application was handled within 
a reasonable timeframe (compared to 65% in the 
previous reporting period), 50% agreed with the 
decision, 62% understood the decision, and 63% felt the 
decision was clearly explained.
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Contact us

	 socialsecurity.gov.scot

	 @SocSecScot 

	 Social Security Scotland

ISBN: 978-1-80775-222-4

www.socialsecurity.gov.scot
https://x.com/SocSecScot
https://www.facebook.com/SocSecScot/?locale=en_GB
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