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Virtual Community Meeting hosted by Connecting Craigmillar 
 Zoom 
Thursday 5 November 2020 2pm to 3.30 pm 
 
Kate Smith and – Community Outreach Team, Scottish Parliament 
Angela McGarrigle – Education Outreach Team, Scottish Parliament 
 
Connecting Craigmillar (part of Link Up & The Thistle Foundation) 
Community Renewal – Bingham & Magdalene 
2 Individuals 
 
4 participants in total 
 

1. What is your relationship to social security: 
 

• Have you tried or are you claiming benefits? 
 

• Are you supporting people to claim benefits? 
 

I’m currently on Universal Credit (UC). Previously also entitled to Discretionary 
Housing Payment to cover housing costs but this changed and caused difficulties 
 
I have applied for pension credit but been denied. Some people told me to apply for 
PIP but put off by what I hear about the application process. For example my 
daughter applied and appealed but failed the appeal. I don’t know where to start. An 
advisor is needed to support an individual. It is too complicated to do it alone, too 
difficult without a welfare adviser. (Advised by worker in the meeting that they could 
support an application, The local office CAN, Community Ability Network, closed 
down last year). 
 
We support people to claim benefits they are entitled to, and on other issues such as 
disrepair of housing. Billions of £s of unclaimed benefits in the UK. People 
sometimes do not claim due to stigma or problems navigating the system. The 
benefit system in the UK is still obscure and can be hard to navigate without the 
support of an adviser. There is still a general lack of understanding about how the 
system works. 
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What would you like to say to the Social Security Committee about your 
experiences during the Covid-19 emergency in relation to the benefits system? 
 

• What do you expect will happen in the future and do you have particular 
concerns? 

 
The demand for benefits advice decreased initially at the start of lockdown, as 
people were not sure if they could access services as normal. However, it has 
surged in recent months following the easing of restrictions, and as people have 
been made redundant leading to an increase in claims. 
 
Complicated situation trying to understand what I was entitled too. Was working for 
local council as tertiary worker. They couldn’t decide what we would be offered on 
furlough. Wasn’t sure then what to apply for in benefits, New style JSA or UC. It has 
been difficult to speak to someone on the phone. Tried repeatedly for sometimes 
hours per day only to be cut off. This is disheartening and frustrating. Tried DWP, 
local council and tax office. Would wait for hours and then get cut off. Waited for 
weeks to get benefits 
 
Eventually applied for online, which is difficult if you have specific questions. For 
example, people on zero hours contracts who weren’t necessarily eligible for 
furlough scheme, or where furlough amount was variable. Good not to sign on or 
have to submit evidence.  
 
The lack of access to public facilities such as libraries during lockdown made it very 
difficult to get questions answered. Missed the lack of face to face contact. 
 
Increase in UC to individuals as a result of Covid.  Lack of awareness among 
claimants that rise in UC was because of Covid 19. Thought it was a general 
uprating of amount. For one individual because of increase in UC, a larger deduction 
was made for claimant’s Council Tax contribution, so on balance the claimant did not 
get extra income.  
 
There doesn’t seem to be good communication between different government 
departments, such as Social Security Scotland and the local authority. Difficulties 
encountered when being moved from DHP (from local authority) to having housing 
costs met in full by government. Caused confusion and several issues for claimant, 
and it took 13 weeks to be rectified. Currently 6-week turnaround time for 
correspondence with council. 
 
The Edinburgh Trust Fund was extremely helpful during the pandemic, as they 
provided quick funding for items such as phones, or computer access. 
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How should Scottish social security support people through this? 
 

• What changes would you like to see in the Scottish social security system to 
support people through the crisis and beyond? 

 
The idea of a Universal Basic Income (UBI) has been discussed with the amount 
set at £220 per week. Even if this does not proceed, any increase in the level of 
benefits would be welcomed. Reference to Norwegian system. 
 
The Scottish Child Payment was welcomed but would like it to be started now as 
winter approaches, or even backdated when it is introduced. 
 
There was a general desire to have more opportunities for face-to-face contact 
with representatives from Social Security Scotland, or with job advisors. Personal 
relationships made navigating the process easier, especially for those who may not 
have access to technology. The idea of ‘surgeries’ in libraries or other Community 
buildings where people could access an advisor at a particular time and date. There 
should be an income maximisation officer in each local area. (Community Ability 
Network in Craigmillar closed) 
 
People need to be made aware that they are entitled to have representation with 
them during process, especially those with no experience of the system. 
 
Systems interlinked and integrated. Better communication between ‘government’ 
departments so that information provided on claim forms could be shared with other 
departments, so that people weren’t having to provide the same information over and 
over again. Traumatic, demeaning, stigmatising and not a good use of time. 
 
Better awareness raising of what people are entitled too. Tell people. And to try 
and address stigma.  
 
Real desire for a less laborious process. 
 
Right to representation and advocacy. 
 
 


