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I worked in a benefit delivery centre for eight years and was part of the Employment 
and Support Allowance team from day one. I worked in claims maintenance, new 
claims and telephony and was latterly used as an expert user to help assist less 
experienced staff.  I was a conscientious worker who enjoyed my job, particularly 
helping people who needed help.  I never tied myself to certain hours and tried to 
clear my work as quickly and professionally as possible.  

I eventually had a nervous breakdown with work related stress, which has been 
catalogued by both my Doctor and my then supervisor, who had to take me from 
work to my doctors because I was becoming suicidal due to the strain put on me 
working for the DWP. 

I have now been claiming ESA for two and a half years and have become a recluse, 
due to the panic attacks and stress I still feel vividly on a daily basis.  I had 
previously been lucky enough not to know how serious and crippling depression 
could be. 

I was disallowed ESA on my second work capability assessment, which I later won 
at appeal by pointing out that not one of the answers given in their report was given 
by me.  I can only assume that my file got mixed up with someone else’s and I 
basically had to beg family for food while it all got sorted. 

I think that all interviews should be recorded, without exception and that all DWP 
staff should be retrained in dealing with sensitive issues.  I have firsthand accounts 
of customer’s files, appeals etc. being passed around the office for people to have a 
good laugh at and the lack of courtesy and professionalism is beyond belief.  Even 
decision makers working on appeals are just as guilty.  The gossip culture within 
departments must end and staff must be held accountable for their actions and 
insensitivity towards people who have no voice and are their most needy.   

I also feel that the ability to make it to your work capability assessment should not 
count against you, as is the case now, because the threat of disqualification of 
benefits makes people too scared not to attend and is a ridiculous position to put 
people into.  It was actually answered by my complaint about it at the time by saying 
that I could have requested a home visit, which would have made me even worse.  I 
am a recluse and don’t want strangers in my house.  Punishing people for attending 
a compulsory interview is beyond unbelievable in my opinion. 

Having also been to the work training programme at Ingeus, voluntarily as I was 
placed in the support group, I do feel that it is unhelpful to have people who are 
genuinely looking for work, thrown in with those who are not only resentful of being 
sent, but aggressive also.  This helps no one and only creates a bad atmosphere 
which is impossible to concentrate in. 



I am not saying that every member of staff is insensitive, as I personally know lots 
who are still committed to helping, but sadly they are few and far between and the 
ones who couldn’t care less are by now in the majority. 

I truly do hope that you find a better and fairer system for all, which will give help to 
those most in need.  

 


