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Dear Convener  
 
Scottish Government Response to Social Security Committee Benefit Take-up Inquiry  
Recommendations 
 
I am grateful to the Committee for the work that has been undertaken as part of this inquiry 
and in the preparation of this report. Please find a response to the report from the Scottish 
Government at Annex A of this letter.  
 
Although promoting take-up is a duty placed upon the Scottish Government by the Social 
Security (Scotland) Act 2018, it is more than that. It is a moral imperative, and a fundamental 
priority, which feeds into our wider commitments around tackling poverty and inequalities in 
all forms. The insights provided in the Committee’s recommendations will be invaluable to 
informing the future development and refinement of the Scottish Government’s approach to 
benefit take-up. 
 
As I highlighted in my own evidence to the Committee on 6 February, our approach to social 
security is based on extensive engagement with our Experience Panels, clients, and 
stakeholders. Because of this, I have been pleased to see that there is clear synergy 
between many of the Committee’s recommendations and our first Benefit Take-up Strategy 
published in October 2019. Similarly, the themes which emerge from the evidence submitted 
to the Inquiry show that we have been pulling at the right threads in our work to increase the 
take-up of benefits in Scotland.  
 
It is clear, however, that there remain barriers to accessing benefits and other forms of 
financial support, which must be mitigated and overcome. The Scottish social security 
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system places clients at its heart, and we have long been clear that social security is an 
investment in the people of Scotland. To this end, we are committed to maximising the take-
up of such support – be that through social security benefits, or wider income maximisation 
support such as that provided by the Money Talk Team service funded by the Scottish 
Government and delivered through Citizens Advice Bureaux.  
 
Working closely with stakeholders – including those with experience of social security – has 
allowed us to identify and address many of the issues which clients face in accessing what 
they are due. We know that clear promotion is integral to maximising take-up, but 
stakeholders and people with experience of social security have consistently told us that the 
design and delivery of benefits are just as fundamental. As a result, we have worked to build 
a Scottish social security system which is accessible, fair, and humane.  
 
We work closely with counterparts in the Department for Work and Pensions (DWP), and 
although our priorities do not always converge neatly, we collaborate where at all possible. I 
have said many times that I would like to see the DWP do more to encourage and support 
the take-up of reserved benefits, and I reiterate that here. However, we also have a 
responsibility to ensure that people in Scotland are aware of their entitlement to reserved 
benefits where receipt may confer eligibility to devolved forms of assistance.  
 
As we discuss in the Benefit Take-up Strategy – due to data limitations, estimating take-up 
rates is very challenging, particularly for disability benefits. Scottish Government analysts 
have been working to establish methods for producing reliable estimates, and continue to 
explore options to improve or enhance existing sources of data.  
 
We have done our best to respond to the Committee’s recommendations as fulsomely as 
possible, however it must be recognised that the Covid-19 pandemic means that this is a 
challenging time to make future commitments – particularly where these rely on negotiation 
and collaboration with other agencies.  
 
Finally, let me thank the Committee once again for their constructive engagement with this 
important issue. The recommendations provided in the Benefit Take-up Inquiry Report are 
invaluable in the further development of social security in Scotland, and help us to deliver on 
our commitment to continuous improvement.  
 
Yours sincerely 
 

 
 
SHIRLEY-ANNE SOMERVILLE MSP 
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Annex A 
Recommendations and Responses 
 

Recommendation Scottish Government Response 

 
Whilst we acknowledge that there 
are difficulties in estimating take-
up, especially for the disability 
benefits due to uncertainty about 
the eligible population, we believe 
there is an opportunity for more to 
be done to undertake more 
research in this area. 

 

 
Accept 
 

In our take-up strategy, published in October 2019, we discussed at 
length the limitations for estimating take-up, especially for the disability 
benefits and provided evidence from existing research on how these 
limitations can be improved. We welcome the Committee’s 
recommendation that the Scottish Government undertake more research 
in this area. 
 

 
As disability benefits will form the 
largest part of the Scottish 
Government social security budget, 
we recommend that the Scottish 
Government undertake research to 
establish the number of people 
likely to be eligible for Scottish 
disability benefits in order to inform 
their take-up strategy. 

 

 
Accept 

 
We welcome the Committee’s recommendation that the Scottish 
Government undertake research to establish the number of people likely 
to be eligible for Scottish disability benefits. As we set out in our Benefit 
Take-up Strategy, this work is already underway – and SG analysts will 
continue to explore methods in order to develop a systematic approach. 
 
In the Benefit Take-up Strategy, we also higlight current data limitations, 
and analysts are examining the feasibility of enhancing existing surveys 
to improve the estimates of eligible population in order provide take-up 
estimates for the disability benefits. This approach will allow for a wider 
set of socio-economic characteristics and disability indicators (such as 
limitations to day-to-day activities for example) to be used to identify 
people eligible for disability benefits.  
 

 
We recommend that the UK and 
Scottish Governments commission 
joint research to improve the 
available data on eligibility for the 
reserved benefits that will be 
‘passports’ for Scottish social 
security. 

 

 
Accept 
 

 
DWP and HMRC publish take-up estimates for most of the reserved 
benefits that serve as ‘passports’ for Scottish social security. HMRC 
publish take-up estimates of Tax Credits at Scotland level. The DWP 
publish take-up estimates of income-based Employment and Support 
Allowance, Income Support, Housing Benefit and Pension Credit, 
however at GB level only. In addition, the DWP have discontinued the 
publication of take-up for income-related Jobseekers Allowance due to 
the progressed rollout of Universal Credit and are yet to publish take-up 
for Universal Credit..  
 
As DWP officials explained at the Committee during their evidence 
session, the DWP need to address the fluid and mobile landscape of UC 
rollout as well as the challenge of estimating the eligible population for 
UC, and particularly those eligible for the disabled people element of UC 
before it produces take-up estimates.  
 
In line with this recommendation, we will explore the possibility of joint 
research with the DWP, and will continue to work together to ensure that 
data on UC eligibility in Scotland become available.   
 

 
Whilst we acknowledge that the 
first set of statistics for take-up of 
Universal Credit are yet to be 
published, we believe that its 
objective of increasing take-up 
should be tracked as it is rolled out. 

 

 
N/A 
 

As Universal Credit (UC) is a benefit reserved to the UK government, 
responsibility over developing and monitoring take-up, even at Scotland 
level, lies with the DWP.  It is worth noting that for the legacy benefits 
that UC is replacing, DWP have never published take-up estimates at 
Scotland level. DWP explain that this is due to the survey sample sizes 
for entitled non-recipients being too small to be able to calculate take-up 
rates in smaller geographical regions.  
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Expecting that the survey sample size for entitled non-recipients of UC 
will be larger as this benefit combines six legacy benefits, SG officials will 
work with DWP officials to ensure that when UC estimates are published 
by DWP, estimates at Scotland level are also available to allow us to 
track changes in take-up over time. 
 

 
We know that take-up campaigns 
can and have made a real 
difference to increasing the amount 
of benefits that are claimed. A 
Government strategy ensures 
sustained focus. We were 
concerned that the UK Government 
does not have one for reserved 
benefits. We recommend that the 
UK Government develops a 
strategy that aims to maximise 
take-up of reserved benefits across 
the UK. 

 

 
N/A 
 

Maximising benefit take-up is a fundamental aspect of the Social Security 
(Scotland) Act 2018, and is a priority for this Government. Eligibility for 
many of the devolved benefits relies on receipt of a reserved benefit, 
take-up for such devolved benefits is constrained by the take-up rate of 
qualifying reserved benefits. The Cabinet Secretary for Social Security 
and Older People wrote to the Secretary of State for Work and Pensions 
on 4 February 2020 to agree an approach to the spillover provisions in 
the Fiscal Framework. In that letter, the Cabinet Secretary also reiterated 
the importance of ongoing cooperation between both Governments in 
increasing the take-up of all benefits.  
 
With this in mind, the Scottish Government supports this 
recommendation and will work with the UK Government to promote take-
up. Anything which increased take-up of reserved benefits is likely to 
have a positive impact on the stated outcomes set out in our Benefit 
Take-up Strategy.  
 

 
We welcome that the Scottish 
Government has a statutory duty to 
promote take-up, but this must be 
monitored to ensure it delivers its 
aims. 

 

 
Accept 

 
The Take-Up Stakeholder Reference Group has been set up to monitor 
the first Strategy, as well as supporting the development of subsequent 
strategies. 
 
All funded projects for the Benefit Take-Up and Income Max fund have a 
monitoring and evaluation element built into them, and organisations are 
being supported by Evaluation Support Scotland. The learning from this 
will feed into future Strategies. 
 
Officials are working closely with Social Security Scotland colleagues to 
establish a range of measures which will feed into ongoing monitoring 
and evaluation of the devolved benefits and the social security system as 
a whole.  
 

 
The Committee recommends that 
joint working between the UK and 
Scottish Governments, to consider 
how best to encourage take-up of 
all benefits, should be discussed 
formally between both 
Governments. 

 

 
Accept 

 
The DWP has no published approach to increasing take-up of its 
benefits, so  we will reiterate  calls for the UK Government to take a more 
active role in the ensuring reserved benefits go to all those who are 
eligible.  
 
Reserved benefits are the responsibility of the DWP and we have no 
direct influence on how these benefits are claimed or the processes 
used. However, we will continue to work closely with DWP and where 
eligibility for a devolved benefit is conditional on being in receipt of a 
reserved benefit we will ensure people are aware of that.  
 
In February the Cabinet Secretary for Social Security and Older People 
wrote to the Secretary of State for Work and Pensions to seek 
assurances that there will be no fiscal detriment to the Scottish 
Government where reserved benefit take-up increases as a result of our 
promotion of devolved benefits – for example Universal Credit as a 
qualifying benefit for the Scottish Child Payment.  
 
The Secretary of State has now confirmed that the UK Government does 
not consider these circumstances to represent a spill-over effect following 
the principles set out in the Scottish Government’s Fiscal Framework. 
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This much-needed clarification marks an important milestone as we 
advance our commitment to promoting benefit take-up, and one that 
could pave the way for more joint working on the promotion of benefit 
take-up. 

 

 
A) Take-up strategies should be an 
ongoing and continuous priority for 
both the UK and Scottish 
Government. Consequently, B) 
both Governments should make 
appropriate funding available on a 
similar ongoing basis. The 
Committee welcomes the C) funds 
made available for the Scottish 
take-up strategy but asks that it is 
kept under review to ensure they 
are sufficient. 

 

 
Partially Accept 
 
A) Maximising benefit take-up is an explicit priority of this Government, 

and the first Benefit Take-up strategy, published in October 2019, set out 
our approach to increasing benefit take-up through implicit design 
principles of accessibility, simplicity, dignity, and respect. The strategy 
also introduced a number of new initiatives which we have been 
implementing in the months since publication.  
 
As well as designing the devolved benefits to encourage take-up, and 
actively promoting and providing comprehensive support to access them 
– we have been working with third sector organisations and local 
authorities to develop a suite of best-practice examples to encourage the 
mainstreaming of take-up approaches which work well in those settings.  
 
we will publish the next Benefit Take-up Strategy by October 2021, as set 
out in the Social Security (Scotland) Act 2018.  
 
B) The ongoing crisis, precipitated by the spread of the Coronavirus, 

means it is difficult to predict what future rounds of funding might look like 
at this stage – though this will be kept under review as recommended by 
the Committee.  

 
C) The monitoring and evaluation built into the current funding will feed 

into the next strategy and will also provide vital learning which can inform 
decisions surrounding future rounds of funding. We would be happy to 
write to the Committee separately to provide an update on the ongoing 
implementation of the benefit take-up strategy. This may be most usefully 
shared once the implications of the current crisis are better understood.  
 

 
The Committee believes there 
should be a holistic approach to 
take-up of devolved and reserved 
benefits. This strategy could be led 
by Social Security Scotland with 
appropriate funding from both the 
UK and Scottish Governments. 

 

 
Partially Accept 
 

Promotion of benefits through campaigns is an important aspect of 
ensuring high take-up, however it is only one part of our aproach. As set 
out in the Benefit Take-up Strategy - maximising take-up is also about 
building a system which is approachable and accessible; has easy to 
navigate application processes based on clear eligibility criteria; that uses 
transparent decision-making; and is about challenging stigma around 
benefit receipt. 
 
We are designing the new benefits system to be inclusive and make it 
easier and simpler to make claims.  We have sought input from people 
with experience of using the DWP system, and are responding to 
concerns and issues identified by them. However, we do not have control 
over these aspects of reserved benefits. 
 
Eligibility for a number of devolved benefits relies on receipt of reserved 
forms of support. As outlined above – following correspondence between 
the Cabinet Secretary for Social Security and Older People and the 
Secretary of State for Work and Pensions, it has been agreed that there 
should be no fiscal detriment to the Scottish Government where eligibility 
to reserved benefits is flagged in the process of promoting devolved 
benefits (e.g. Universal Credit eligibility in promotion of the Scottish Child 
Payment). As a result of this agreement, we can now promote take-up of 
specific reserved benefits to clients alongside the promotion of devolved 
benefits. 
 
Beyond Social Security – and in line with commitments to eliminating 
child poverty – The Scottish Government has invested £3.3 million over 
two years in the Money Talk Team (MTT) income maximisation service. 
The service is delivered by the Citizens Advice Network in Scotland and 
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aims to ensure that people are receiving all the benefits they are entitled 
to (devolved and reserved) and are not paying more than they need to for 
basic services like gas and electricity.  In the first 18 months of delivery 
(November 2018 to April 2020), the service has supported almost 20,000 
clients across Scotland and of those, more than 9,200 clients are better 
off by over £17 million - averaging over £1,800 per household. 

 

 
Different barriers impact on 
different groups or sectors of 
society. Care needs to be taken to 
ensure a one size fits all approach 
is not taken, as acknowledged in 
the Scottish Government’s benefit 
take-up strategy. 

 

 
Accept 

 
The Scottish Government and Social Security Scotland take a person-
centred approach to social security, which recognises the varied needs of 
clients.  
Social Security Scotland will be working with external stakeholders and 
people with lived experience to develop processes and protocols to 
effectively signpost clients to additional support.   
 
Social Security Scotland continues to work to embed inclusive 
communication in all aspects of the social security system. This includes 
developing tailored communications strategies; a wide range of options 
for clients to engage with the Agency; and ensuring that internal 
communications standards meet the diverse needs of staff. 
 
Social Security Scotland has put in place an extensive Local Delivery 
network, based in localities across Scotland. The full rollout of this 
service is currently delayed by the Covid-19 pandemic – however, once 
up and running, this will allow local teams to respond to the varied needs 
of clients in different geographical communities, and communities of 
identity. The Scottish Government’s Benefit Take-up Strategy draws on 
close collaboration with Local Delivery Teams to ensure a responsive 
and person-centred approach. 
 

 
We welcome the Scottish 
Government’s commitment to 
deliver Scottish social security with 
dignity and respect and hope this 
leads to reduced stigma and higher 
take-up levels. We recommend that 
in addition to protected equality 
groups, the Scottish and UK 
Governments analyse take-up by 
rurality and by using deprivation 
indicators such as the Scottish 
Index of Multiple Deprivation. 

 

 
Accept 

 
Where equalities data are available and granular enough we will be able 
to analyse take-up by equalities for the income-related benefits delivered 
by Social Security Scotland. However analysing take-up for every 
equality group might not always be possible due to the small sample size 
in the population surveys we depend on for producing estimates of take-
up. For the income-related benefits we will also analyse take-up by 
deprivation indicators such as the Scottish Index of Multiple Deprivation. 

 
For disability benefits this lower level of analysis will not be possible at 
least not before we establish a robust methodology to estimate the 
eligible population.  

 
We recommend that the Scottish 
Government’s next take-up strategy 
addresses the barriers to getting 
support in rural areas and areas of 
deprivation. 

 

 
Accept 

 
Much of the work of the Experience Panels which informed the 
development of the first strategy, and the barriers which we identified, 
was specifically targeted at those living in rural location and areas of 
deprivation. 
The Benefit Take up and Income Maximisation funds are funding several 
projects which specifically target the rural population. For example: 
Gordon Rural Action (Benefit Take Up Fund) targets those suffering from 
mental and physical disabilities, elderly residents at risk of poverty, low 
income households and carers in a rural area; and Haddington CAB 
(Income Max Fund) targets Rural families with young children. 
 
The learning from these projects, and others, will feed into the second 
Strategy. 

 
Island Communities Impact Assessments have been produced for each 
of the devolved benefits. The issues that these highlight are useful in 
understanding the impacts on mainland remote and rural communities, 
and the Scottish Government and Social Security Scotland continue to 
draw on this insight in development and promotion of devolved benefits.  
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Work is underway to identify best practice with a view to developing 
mechanisms for mainstreaming best practice where it is identified. This 
will include best practice in rural areas and areas of deprivation.  
 

 
We again recommend that A) the 
digital by default application 
process for Universal Credit should 
be reviewed with the aim of 
providing multiple application 
channels that enable applicants to 
use the method that best suits. B) 
The Committee believes this is the 
appropriate approach for all 
benefits. 

 

 
Accept 
 
A) The Scottish Government will continue to urge the UK Government to 

advertise and promote alternative ways of making a claim for Universal 
Credit. The DWP have made it easier to apply for Universal Credit over 
the phone for people who meet the following criteria:  

 don't have regular access to the internet 

 aren't confident using a computer or smartphone  

 have problems with their sight  

 have a long term physical disability or mental health condition which 

stops them from applying online  

 have a physical condition that stops them from using a computer or 

smartphone  

 can’t read or write 
 

The Scottish Government welcomes these changes, it would be 
beneficial for claimants if these accommodations remain in place and are 
signposted towards once the COVID-19 pandemic has subsided.  
 
It is worth noting that COVID-19 has meant that agencies and 
organisations have had to adapt to new ways of working with clients, and 
we would hope that any of those changes which are seen to be positive 
would remain in place in the longer term. 

 
B) Social Security Scotland take a person-centred approach, and provide 

multiple application channels. Clients are able to choose which channel 
is most appropriate for their needs. 

 

 
We welcome Social Security 
Scotland’s commitment to deliver 
devolved benefits with a simplified 
application process in multiple 
formats, but recommend that the 
process is kept under review, to 
always ensure it meets the clients’ 
needs. The Committee looks 
forward to further details of this in 
due course. The Committee intends 
to continue to  scrutinise the ease 
of accessibility and quality of 
claimant journey for both social 
security systems operating within 
Scotland. 

 

 
Accept 

 
The principle of continuous improvement is embedded in our design and 
delivery of social security benefits. Monitoring, evaluation, and review are 
fundamental to understanding what works, as well as identifying 
necessary improvements – and these processes form an important part 
of our approach.  

 
Once Social Security Scotland is fully operational, it will offer clients the 
choice to apply by telephone, online, by post or face-to-face via local 
delivery staff. However roll-out of the full local delivery offer has been 
paused due to Covid-19 and we do not currently have timescales for 
when that will be up and running. With that in mind, planned 
arrangements would need to be bedded in before any review could take 
place.  

 
We recommend that the Scottish 
Government looks again at whether 
Council Tax Reduction can be used 
as an additional qualifying benefit 
for those Scottish social security 
benefits which are ‘passported’ 
from reserved benefits. 

 

 
Reject 
 

We considered adding Council Tax Reduction as a qualifying criterion for 
Best Start Grant. 

 
In theory it would introduce a criterion which is under the control of 
Scottish Ministers. In practice it is interlinked with UK benefits – in 
particular housing benefit – and therefore has limited additional impact as 
a qualifying benefit.  The main advantage of adding Council Tax 
Reduction would be to reach a small number of owner occupiers who do 
not qualify for housing benefit and who would have previously qualified 
for a small Child Tax Credit by virtue of their third child, before rules on 
this were changed. 
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However, Child Tax Credit is not a consistent proxy for low income and it 
would only reach a very small number of additional people. It also meant 
that eligibility criteria would be less well aligned with Healthy Start 
Vouchers/Best Start Foods which would make BSG more complicated to 
explain to parents and to administrate.  
 

 
We recommend that both Social 
Security Scotland and the DWP 
must keep a close watch on the 
referral pathways between 
agencies to ensure that claimants 
are always directed to the correct 
agency to make a claim. 

 

 
Accept 

 
Social Security Scotland is developing signposting processes and 
protocols to ensure that clients are directed to contact the correct agency 
to claim devolved and reserved benefits. Work is ongoing in this area, 
although  an approach to referral is yet to be agreed with the DWP.  

 

 
We welcome DWP’s commitment to 
provide additional training to its 
JobCentre staff. We hope this 
results in more decisions being 
correct first time and an improved 
understanding of the interaction 
between the Scottish and UK 
benefit systems. However, this 
must not create an additional 
burden for staff and the Committee 
notes concerns raised previously 
by PCS regarding DWP workload 
and staffing levels. We recommend 
that an evaluation is undertaken to 
ensure that appropriate resources 
are in place. 

 

 
N/A 
 

The Scottish Government also welcomes the Department for Work and 
Pensions’ commitment to providing additional training for its staff, in order 
to help them manage the increased benefit demands that have arisen as 
a result of COVID-19. Any assessment of the resourcing within the 
Department for Work and Pensions is a matter for the UK Government to 
consider. 

 

 
It is clear that a lot of good work is 
taking place in Scotland by welfare 
advice services. However, some 
initiatives and projects struggle 
from a lack of funding or a lack of 
continuity of funding. We 
recommend that the UK and 
Scottish Governments 
acknowledge the positive impact 
that these services have by 
providing increased and sustained 
funding to meet current and future 
needs. The Committee believes this 
should be done in partnership with 
third sector and local authorities 
and should be kept under review. 

 

 
Partially Accept 

 
Scottish Ministers recognise that independent advice services play a 
critical role in helping people to understand and exercise their rights and 
to seek solutions in a range of areas such as money and debt and social 
security entitlements. Because of this, the Scottish Government provides 
significant investment in the sector. 
 
Citizens Advice Scotland has a key role to play in supporting these 
ambitions both through its work to support the Citizens Advice Bureaux 
network, the largest independent provider of advice in Scotland and its 
consumer responsibilities in advice and advocacy.   
 
We recognise the vital work that CAS does to support the delivery of a 
more modern, forward-looking and independent Citizens Advice service 
that is responsive to change in demand. As an independent charity, 
CAS’s day-to-day operational decisions must remain independent, but 
we have an obligation to ensure public money is spent effectively and in 
line with our long term objectives for advice services. 
 
As well as Citizens Advice Scotland, the Scottish Government provides 
funding to One Parent Families Scotland, Child Poverty Action Group, 
and Advice Direct Scotland. This funding covers both direct advice to 
consumers, and training and advice to other advice agencies. As with 
any Government funding, we are committed to keeping this under review.  
 
It is important to note that welfare rights advice is also funded by Local 
Authorities and the Scottish Government has committed over  £300 
million of additional funding for COVID-19 measures on top of the £11.4 
billion local government finance settlement in 2020-21. It is right and 
proper that local authorities have the discretion to put appropriate welfare 

rights services in place, to meet local needs.    
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The Committee notes that 71% of 
social security and child support 
appeals had the initial decision 
revised in favour of the claimant. 
This suggests that there are 
potential changes that could be 
made to the benefits system that 
could help to alleviate pressures on 
advice services and reduce the 
number of appeals. This would also 
improve the claimant journey. 

 

 
Accept 

 
The design of Social Security in Scotland is being undertaken with the 
people of Scotland and key stakeholders, to ensure we meet the needs 
of everyone that will require to access our services.   
 
This includes: 

 A continuous improvement culture which focuses on paying eligible 

clients the right amount of money at the right time 

 our Local Delivery service offering support to clients from the 

beginning of their journey; 

 a re-determinations process which ensures a client can challenge an 

initial decision if they are dissatisfied and provides a fresh look by a 

different team, and; 

 support to ask an independent body, the First-tier Tribunal for 

Scotland, to look at the re-determination decision if the client 

remains dissatisfied 
 

We have established a feedback process which ensures we share good 
practice and learning throughout Social Security Scotland, including 
where our decisions could have been improved.  

 
Our National Engagement team is also providing information to clients 
and stakeholders around our benefits. 
 
The proportion of successful appeals included in the Committee’s 
recommendation refers to UK Government figures. For context, Social 
Security Scotland redeterminations and appeals figures to end March 
2020 are as follow: 
 

 By 31 March 2020, around 1,460 Best Start Grant and 140 
Funeral Support Payment redeterminations had been 
requested. Of those Best Start Grant and Funeral Support 
redeterminations that had a decision by end of March, 30% 
were allowed or partially allowed. (415), while just under half of 
Funeral Support Payment redeterminations were allowed or 
partially allowed (60). 

 

 In total, 60 Best Start Grant appeals were received by 31 
March 2020. In 55 of these cases the appeal was dismissed and 
decision upheld, with a decision pending for the remaining 
appeal hearings. A total of 5 Funeral Support Payment appeals 
were received between 16 September 2019 and 31 March 
2020. 

 

 
Co-located projects are taking 
place across Scotland, however 
sometimes in isolation, in a specific 
city or health board area. We 
recommend that a more joined up 
approach is taken by the Scottish 
Government, UK Government and 
local authorities, to ensure best 
practice can be shared, 
appropriately funded and rolled out 
across Scotland. 

 

 
Partially Accept 

 
The Scottish Government and Social Security Scotland already work 
closely with DWP and local authorities to develop co-located projects and 
joined-up ways of working. Part of this work involves establishing local 
needs. It is entirely appropriate that local authorities should be able to 
flex their offer, and their budgets, to meet the needs of their local areas. 
Social Security Scotland’s focus on local delivery and national 
engagement will ensure that we reach people in areas across Scotland. 
Given the person-centred focus of Social Security Scotland, it is also 
appropriate that local delivery teams should have a degree of autonomy 
to respond to local needs.  

 
Work is underway to identify best practice with a view to developing 
mechanisms for mainstreaming best practice where it is identified. There 
are clear local examples of good practice which could provide positive 
models to be applied in other contexts. To encourage such approaches 
we are developing guidance for local authorities and third sector partners 
to mainstream best practice – especially where this requires minimal 
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additional resource commitment for such bodies.  
 

The Scottish Government already provides funding for co-located 
projects, such as Healthier Wealthier Children (HWC), which provides 
targeted income maximisation services in health settings, primarily for 
pregnant women and families with young children. Across 2018-20, the 
Scottish Government provided Health Boards with a total of £500k  for 
HWC to support the creation and maintenance of formal referral routes 
between NHS early years workforce and money/welfare advice services.  
The support offered by advice services will cover the Scottish Child 
Payment.  
 
As a consequence of the conclusions of the evaluation published by the 
Improvement Service Welfare Reform Health Impact Delivery Group 
(HIDG), a stakeholder group chaired by Scottish Government officials, 
agreed to support an approach to Scottish Government for funding for a 
part-time facilitator to promote the benefits of placing welfare advisors in 
health and social care settings. 

 

 
The Scottish Government should 
further explore the potential role of 
all statutory services in providing 
basic welfare advice, including 
knowing when to refer people to 
specialist advice workers. Healthier 
Wealthier Children is an example of 
where this process has worked well 
and as noted above has been 
referred to as a ‘gold standard’ in 
embedding routine inquiry and 
referral to advice agencies. 

 

 
Partially Accept 

 
While the Scottish Government does fund money and welfare advice 
directly through the Welfare Mitigation Fund, Money Talk Team and 
Advice Direct Scotland, research indicates that Scottish Local Authorities 
are the biggest providers, either directly or indirectly, of money & debt 
advice.   

 
In line with our national performance framework, our aim is for public 
services to understand the needs of the most vulnerable among us; 
shape services around their holistic needs; and ensure people do not fall 
through cracks between services.  Local services must be designed and 
delivered around local need with local delivery partners best placed to 
decide how to achieve this.      
 
We will continue to engage with the Take-up Stakeholder Reference 
Group and internal Cross-Government Income Maximisation Working 
Group to explore existing and emerging best practice with statutory 
service providers. 

 

 
We recommend A) the Scottish 
Government does all it can to 
ensure local authorities promote 
best start grant when someone 
registers at birth. The Scottish 
Government should B) work closely 
with all local  authorities to identify 
other ways to improve take-up of 
this and all other forms of Scottish 
social security. 

 

 
Accept 
 
A) Local authorities play a key role in promoting the take-up of benefits 

and services and providing benefits. Local authorities rightly have a 
degree of autonomy to deliver services to meet local need. 
 
We have seen great examples of local authority good practice in 
Glasgow, where the City Council have built sign-posting to Best Start 
Grant into the process for registering a birth. We would hope to see these 
kinds of innovative and potentially high-impact approaches adopted into 
current workstreams in other council areas.   
 
To encourage adoption of these examples of best practice, we have 
developed a toolkit providing some practical suggestions for how local 
government can support the take up of all 3 Best Start Grant payments. 
The suggestions are based on small adaptations that could be made to 
work that is already going on across local authorities.   
 
The toolkit is available, alongside other stakeholder resources on the 
Social Security Scotland website.  
 
B)  As referenced above, we are developing guidance to support local 

authorities to mainstream examples of best-practice.  
More broadly, we will continue to work with local authorities and CoSLA 
to identify and support other ways to improve take-up of all forms of 
Scottish Social Security, and in the development of the second strategy. 
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CoSLA are a member of the Take-Up Stakeholder Reference Group.  
 

 
ICT has a place in the benefit 
system. It can enable the automatic 
payment of awards without an 
application and can help to target 
potential claimants to encourage 
them to take-up their benefit 
entitlement. However, care must be 
taken to ensure that a two-tier 
system is not created with people 
who are IT literate and those who 
are not. 

 

 
Accept 

 
As touched upon above, Social Security Scotland’s person-centred 
approach, means that clients are able to choose from multiple application 
channels – including telephone, online, post or face-to-face – according 
to their preferences and needs.  
 
The Scottish Government’s approach to the development and delivery of 
digital systems underpinning our social security system is driven by user 
research and on-going iterative development, ensuring that the 
experience of clients who make applications for benefit entitlement 
follows user centric and accessible designs. 
 
The Social Security Scotland Act 2018 places a requirement for an 
application to be made in order for Scottish Ministers to make a 
determination of entitled assistance. 
 

 
We believe that the Scottish 
Government has the opportunity to 
automate those benefits that are 
passported from reserved benefits. 
Whilst we understand this might 
not happen immediately, and take-
up can only be as high as the 
reserved benefit from which the 
Scottish benefit is passported, we 
ask the Scottish Government to 
consider the further scope for 
[automation of passported benefits] 
as it continues to roll-out the new 
Scottish social security benefits. 

 

 
Accept 

 
We want to ensure across all the devolved benefits that we minimise 
burdens on clients and maximise uptake. We recognise the benefits of 
automation – but we need to balance this with the fact that it is complex, 
costly, and can’t be delivered quickly. Furthermore, timescales for 
introduction of such functionality are currently unclear as we work to 
respond to the impact of Covid-19 on the Social Security Programme.  
 
At the moment, our focus continues to be the safe and secure 
introduction of devolved benefits, so people get the right payments at the 
right time. We are very happy to look over the longer-term at whether 
there is more that we can do around automation of social security.   

 
GDPR should not be used as an 
excuse to block the sharing of data 
between agencies. We recommend 
that the DWP, Social Security 
Scotland and local authorities 
increase their efforts to find ways 
to share information that will be 
beneficial for claimants. 

 

 
Accept 

 
Data protection legislation, including GDPR, enables the safe and lawful 
processing of personal information.  People who live in Scotland need to 
be confident that the information we hold and share about them is 
accurate, and secure, and that privacy has been considered in design 
our services which forms part of the Agency’s core values of dignity, 
fairness and respect.   
 
Both the Scottish Government, DWP and other government departments 
such as HMRC work collaboratively and positively together in designing, 
and implementing, data sharing agreements and systems that have 
enabled the delivery of the operationally devolved benefits in Scotland to 
date.   
 
The Scottish Government and Social Security Scotland will continue to 
engage positively and constructively with public sector partners including 
Local Authorities to ensure that future information sharing for the 
devolved Disability benefits are proportionate and beneficial to the client 
experience of the social security system in Scotland.   
 
Links have already been established with CoSLA and a number of local 
authorities, and we are working to develop data sharing agreements 
between local authorities and Social Security Scotland, in the first 
instance to support social security functions.   
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