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Background

	● This report presents results from the Social 
Security Scotland Client Satisfaction Survey, 
focussing on respondents who applied for any 
of the Five Family Payment group of benefits 
(Scottish Child Payment, Best Start Grant and/or 
Best Start Foods). 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.

	● 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 responses from  

1,112 
people who  
participated in  
the survey.

	● Respondents to the survey tend to be the applicant. However, 
some applicants receive help to fill out the survey or have 
someone fill it out on their behalf.

	● There are different routes to applying for Five Family Payment 
benefit(s). Around two fifths (44%) of respondents reported 
that they had applied for only Scottish Child Payment and 
around a fifth (18%) had applied for Best Start Grant and Best 
Start Foods. Around two fifths (38%) of respondents reported 
that they submitted a joint application for all of the Five Family 
Payment benefits. 

	● The majority of respondents described their gender identity as 
‘woman’ (77%), compared to around a fifth who said ‘man’ (21%). 

	● Most respondents (66%) described their ethnicity as ‘white’, 
while 27% were from ethnic groups that are minoritised in 
Scotland.

	● The largest age groups of respondents who responded to the 
survey were those aged between 35 and 44 (44%) or between 
25 and 34 (28%).

	● Most respondents lived in a postcode categorised as SIMD 
quintile 1 (most deprived) (39%) or quintile 2 (21%).
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Overall experience 

	● The majority of respondents rated their overall 
experience with Social Security Scotland as either 
‘good’ or ‘very good’ (86%), 6% of respondents rated their 
experience as ‘poor’ or ‘very poor’.

	● Similarly, when asked about the application process 
87% of respondents selected either ‘good’ or ‘very 
good’ to describe their experience. 5% selected ‘poor’ or 
‘very poor’.

	● The majority of respondents (92%) agreed that when 
looking up information about Social Security Scotland 
benefits, they were able to get information in a format 
that was accessible to them. 

	● Around nine-in-ten respondents ‘agreed’ or ‘strongly 
agreed’ that Social Security Scotland had treated them 
with dignity, fairness and respect (88%, 86% and 90% 
respectively.

	● When asked about their experience with staff at Social 
Security Scotland, 87% of respondents reported having a 
‘good’ or ‘very good’ experience, compared to 92% in the 
previous reporting period.



Communication and finding information

	● Word-of-mouth was the most common way in which 
respondents had first heard about the benefit(s) they 
had applied for, with around a fifth (20%) selecting 
this option. This was followed by finding out through 
health services (for example, NHS worker, GP, Health 
Practitioner, Psychologist), selected by 13% of 
respondents. Just over one-in-ten (12%) respondents 
selected the option ‘Social Security Scotland contacted 
me’ (for example, phone call or letter). 

	● When respondents used a Social Security Scotland 
service to find information about benefits, they were 
most likely to have visited our websites (66%) or to have 
contacted a member of staff via webchat (15%).

	● Three quarters (77%) of respondents who contacted 
Social Security Scotland agreed that they got the 
support, information or advice they needed compared to 
84% in the previous reporting period.

	● Some respondents indicated that they found out about 
the Five Family Payment benefit(s) too late, resulting in 
missing out on payments they would have been eligible 
for. Some of these comments highlighted that early 
signposting from external organisations – such as the 
NHS or DWP - would have made a difference to their 
experience.
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Application

	● Around nine-in-ten (87%) respondents ‘agreed’ or 
‘strongly agreed’ that the application process was clear.

	● 89% ‘agreed’ or ‘strongly agreed’ that they were treated 
fairly and respectfully throughout the application process.

	● The majority (90%) of respondents ‘agreed’ or ‘strongly 
agreed’ that the application process asked only 
relevant questions.

	● Finally, 87% of respondents rated their overall 
experience of completing an application for Five Family 
Payment benefit(s) as ‘good’ or ‘very good’.

Table 1: Application 
satisfaction measures by 
application route*

Application process 
was clear

Treated fairly and 
respectfully through 
application

The application asked 
only relevant questions

Overall experience

Scottish Child 
Payment only 87%  90%  90%  87%  

Joint application for 
Best Start Foods and 
Best Start Grant 87%  87%  91%  87%  

Joint application for 
Scottish Child Payment, 
Best Start Foods and 
Best Start Grant

87%  89%  89%  88%  

?

*The application route is self-reported by respondents and dependent on their recollection.
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Application comments

Respondents were invited to comment on their experience of completing an application. The largest proportion of 
comments described the application process as easy, clear and understandable.

“As someone who has experienced 
the bureaucracy of many other 
countries I have to say that you 
should be proud of the systems 
and websites you have. Yes there’s 
problems but it’s by far the easiest 
and problem free experience I’ve had 
with government forms.”

“I think the 
application process 
is straightforward 
with good diversity 
on questions. So, it 
shows a good team 
has thoughtfully 
designed it.”

“It was very straight forward not 
time consuming and easy to 
understand without judgement as I 
was a person who was reasonably 
self sufficient before the breakdown 
of my relationship and having a new 
child. It took another think off my 
plate quickly and efficiently.”

Many commenters used this space to provide thanks for the service they received. Those who expressed satisfaction 
highlighted helpful staff, quick decisions and the impact of receiving payments on their circumstances.

“Thank you to Social Security for your 
support and care for children. We truly 
appreciate your kind efforts.”

“The man who helped me over the phone was a godsend very 
polite even had a little giggle but apologised for laughing haha 
but it was a lovely  short call no stress and allot of help right there 
on the call and after it was all done and I didn’t need to worry 
anymore.”
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Constructive feedback tended to highlight lengthy processing times and a lack of updates on application progress. Many 
of these comments indicated that respondents would have preferred text or email communications, or access to an online 
portal to view application progress, as opposed to post. Some respondents described feeling ‘in the dark’ with ‘not a clue’ 
of their application progress and would have preferred communication on expected timescales and processing times.

“I submitted my application on 18th Nov 25 I received 1 text 
message on 2nd Dec 25. I have had no contact since then. When 
I call to ask about my application it says they cant tell you over 
the phone how far along the application is. It also advises when 
applying you will be contacted every couple week of the process 
of ur application and should take no longer than 8 weeks. Am not 
sitting at 10 weeks and not heard a thing. Its very frustrating.”
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Comments concerning the submission of supporting information were also prevalent. Several respondents noted that 
they were not sure what supporting information was appropriate, that they could not obtain suitable documents and that 
advisors were at times unsure, or had provided incorrect information. Others found that the process of uploading files or 
reporting a change of circumstance could be burdensome and error prone. An online portal was again suggested as a 
preferred platform to manage applications.

“Excellent service. However this was my second time applying 
as I could not previously obtain evidence that my children 
were under my care (household) as I had no other benefits 
claims approved at that point other than ESA for myself. I did 
however, meet the eligibility criteria meaning that I lost out on 
several months payments that I should have been entitled to.”

“Filling in is fine but then there is no easy 
way to make any updates or change 
anything that you have submitted. There 
should be a way of letting you know 
about miscarriage online or change or 
other circumstances.”

“I had to submit several documents to verify my address 
after moving into a new property. This was a tedious process 
as despite being told that some of my documents were 
acceptable, they were in fact not suitable.”
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Support to complete an application

	● Over a third (32%) of respondents received help to 
complete their application.

	● Respondents were most likely to have received support 
to complete their application from Social Security 
Scotland (38%), friends or family (32%) followed by 
Citizens Advice Scotland (14%).

	● The majority of those who received help from Social 
Security Scotland ‘agreed’ or ‘strongly agreed’ that it was 
easy to get that support (95%).
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Eligibility

	● 84% of respondents ‘agreed’ or ‘strongly agreed’ that the eligibility criteria were clear before they applied.

	● 82% of respondents ‘agreed’ or ‘strongly agreed’ that the information on the Social Security Scotland website made it 
clear whether they would be eligible. 

Some respondents highlighted confusion 
surrounding eligibility criteria, which tended 
to centre on the requirement to be in receipt 
of a qualifying benefit. These comments 
suggest that some respondents do not 
find the messaging surrounding receipt of 
Universal Credit to be clear enough.  

“I applied for this payment same time as I applied for universal 
credit. I was asked for 2 previous universal credit statements 
which I didn’t have at the time. It is not made clear when 
applying that you must already be in receipt of universal credit.  
I knew I was eligible for both which is why I applied at the same 
time as I had claimed both previously.”

Additionally, the impact of savings and Maternity Allowance, and the stage of pregnancy in which to apply appear to cause 
confusion to respondents, resulting in unsuccessful decisions and the need to reapply at a later stage. 

“It is said that First Start Grant is for anyone, not income related yet you have to be on benefits to receive the 
payment? This is highly unfair looking how much taxes I pay every year. That one-off payment would be very 
nice but you manage to find the reason not to pay it out. You should be ashamed of yourself that you give false 
information out, because MA is not a supporting benefit as always you let your citizens down.”
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Decisions

	● Overall, eight-in-ten (80%) ‘agreed’ or ‘strongly agreed’ that 
their application was dealt with in a reasonable timeframe.

	● Similarly, 81% ‘agreed’ or ‘strongly agreed’ with the 
decision made on their application.

	● The majority of respondents (84%) ‘agreed’ or ‘strongly 
agreed’ that they understood the decision.

	● Finally, 83% of respondents ‘agreed’ or ‘strongly agreed’ 
that the decision was explained clearly.

Table 2: Decision 
satisfaction measures 
by application route* Reasonable time 

frame
Agreed with decision Understood decision Decision was 

explained clearly

Scottish Child  
Payment only 83%  83%  86%  84%  

Joint application for 
Best Start Foods and 
Best Start Grant 77% 73% 80%   79%  

Joint application for 
Scottish Child Payment 
Best Start Foods and  
Best Start Grant

77% 82%  85%  84%  

*The application route is self-reported by respondents and dependent on their recollection.
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Decisions comments

Respondents were asked to comment on their experience of receiving a decision on their application. These comments 
tended to relate to the fairness of the decision received. Primarily, families who identified as being on a low income yet 
were not eligible for a Five Family Payment expressed feeling overlooked by the eligibility criteria.

“As I am a student with a scholarship, our 
salary is really low, but our application for 
the Best food and Scottish payment was 
rejected. It is not a fair decision.”

“I strongly disagree in decision. You’re meant to be there 
to help the parent(s) with help for their child(ren) but it 
seems like it’s only useful for people who don’t help pay 
their way and claim benefits.”

Many felt that the requirement to be in receipt of a qualifying benefit prevented consideration of their unique financial 
circumstances, and that those who received benefits were unfairly advantaged.

“If you pay into the system you should be entitled to use the system especially when I am 
not working full time due to post birth issues with my wife so I have to care for her and my 
child. To be refused just because I don’t claim any current benefits is a poor excuse” 
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Some commenters mentioned that they had not received a decision letter but had received payments, causing confusion. 
Some who had received an unsuccessful decision did not feel that this was communicated clearly. These comments 
tended to echo those within the ‘Application’ section surrounding requests for improved communication from Social 
Security Scotland.

“I thick i don’t know in some questions because 
I have not received any information based on the 
application I made. I can’t say if the decision is good 
or not, even though I have received payment. I can’t 
really say the content of the decision.”

“I still haven’t received a decision letter this is my 
only complaint I have received a payment that I 
don’t know what it’s for and a prepaid credit card 
again I don’t know what it’s for I only know that 
it’s from social security Scotland”

“I applied for the best starter scholarship because 
I read in its terms that the child’s age should not 
exceed three and a half years, and when I applied, 
my child was under three and a half, but it was 
rejected. I don’t know why.”
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Contact us

	 socialsecurity.gov.scot

     @SocSecScot 

	 Social Security Scotland
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