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This document shows the findings from an in-depth 
survey carried out with 101 benefits claimants 
across London in late 2018 to early 2019. Of  these, 
45 were claimants at Islington Jobcentres while 
56 were from other boroughs around London. 
This led to some interesting ‘Islington vs the rest’ 
comparisons which are examined below.

1  Overall respOnses 
tO the eight key questiOns

•	(Figs.1- 8)

key findings

•		Satisfaction	levels	for	claimants	with	the 
DWP	(Department	for	Work	and	Pensions)	and	
JCP	(Jobcentre	Plus)	have	shown	no	significant	
improvement since our last survey of  2014. The 
2014	Survey	had	a	larger	sample	(approx.	400)	
but comparisons are still valid.

•		Islington	respondents	showed	a	higher	level	of 	
satisfaction with their services than for the rest of  
London with some questions. But even there, the 
most	positive	ratings	failed	to	peak	beyond	44%	.

•		Female	claimants	felt	significantly	less 
well-treated and supported than males.

•		Sick	and	disabled	claimants	felt	significantly	
worse treated.

•		Claimants	generally	felt	complaining	about	
anything was at best ineffectual and at worst 
could lead to reprisals.

•		Satisfaction	levels	varied	a	lot	according	to	the	
particular Job Coach assigned to the claimant – 
David from Islington was praised by claimants by 
name more than once! 

2  ObservatiOns On respOnses 
by categOry

a) age

There was a moderate difference in response 
by age for some questions, with 55s and under 
responding less positively than over 55s, and with 
less confidence in raising complaints. 

For	example:	24%	of 	55s	and	under	felt	confident	
in complaining about a member of  staff, compared 
to	38%	of 	over	55s	(fig.	9)

b) gender

One of  the more pronounced differences in 
response was with respect to gender, with females 
responding much less positively than males. 

For	example:	only	31%	of	females	felt	they	were	treated	
with	respect	compared	to	47%	of 	males.	(fig.10)

c) ethnicity

There was no substantial differentiation on 
responses by ethnicity, though this may be in part 
due	to	the	methods	used	in	our	breakdown	(several	
sub-categories)	and	the	relatively	small	samples	
involved in each sub-category.

For	example:	46%	of 	those	identifying	as	White	
British	felt	pressured	to	take	unsuitable	jobs	and	
courses	compared	to	44%	Black,	Asian	and	Mixed	
Race	British	and	42%	Other	(fig.11).

d) Disability

There was a pronounced difference in response 
with respect to disability, with those with disabilities 
responding much less positively than those without. 

For	example:	only	11%	of 	disabled	people	felt	they	
got all the help they needed with filling in their 
journals,	doing	job	applications	etc.	compared	to	
36%	of 	non-disabled	people	(fig.12).

e) type Of  benefit

The responses varied by type of  benefit, with 
ESA	(Employment	&	Support	Allowance)	claimants	
more critical and less confident in complaining 
than	JSA	(Job	Seekers	Allowance)	claimants. 
This is similar to the response for those reporting 
a	disability	(DY	above)	and	not	surprising,	as	
54%	of 	those	with	a	disability	received	ESA	or	UC	
(Universal	Credit)	equivalent.

UC	claimants	were	the	most	comfortable	in	how	
they are treated and in complaining, but feeling 
under	more	pressure	to	take	jobs	and	courses.	

For	example:	31%	JSA	felt	they	had	a	proper 
say in the Claimant Commitment compared to 
just	3%	ESA,	16%	UC	(fig.13).	We	know	from	
experience that this can lead to sanctions or 
placement	under	duress	into	unsuitable	work 
or training, given that the claimant did not really 
‘own’ their Claimant Commitment from the outset.
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f) time On benefit 

The responses varied significantly by time on 
benefit. The was a fall-off  in how people felt 
treated after 1 year on benefits, and an increased 
pressure	to	find	jobs	after	one	year.	But	there	was	
a very clear fall-off  in how those over two years felt 
supported and their confidence in complaining, 

For	example:	31%	of 	those	on	benefits	under	1	year	
felt they got the help they needed, compared to 
27%	(1-2	years)	and	just	14%	over	2	years	(fig	14).

3 islingtOn vs the rest
a) age

This was the most pronounced area where Islington 
claimants showed significantly more positive 
responses than claimants in the rest of  London – 
see	for	example	fig.15:	‘I	get	all	the	help	i	need	to	
fill	in	my	journal..’	

The	Islington	over	55s	may	have	helped	to	skew 
the	Islington	positivity	ratings	overall.	Anyway,	
relative to everyone else, they seem quite a 
contented bunch! 

b) gender 

In some areas the Islington data highlighted 
differences even more than the rest – for example 
in	gender	differences.	See	fig.16:	‘I	feel		I	have	
a proper say..’ With Islington males being more 
satisfied than any other group. However, this 
‘positivity rating’ even when combining both ‘agree’ 
and	‘strongly	agree’	categories	only	peaks	at	36%.

c) Disability

Respect and general politeness show a similar 
level of  apparent bias against disabled claimants 
in both Islington and the rest of  London. However, 
in terms of  practical help, see fig.17, ‘I get all the 
help	I	need	to	fill	in	my	journal	…’	where	Islington	
claimants both disabled and non-disabled respond 
in a significantly more positive way than the rest.

d) time on benefit

Islington claimants of  up to two years duration 
showed significantly more positive responses about 
the help they received as compared to the rest of  
London,	peaking	at	34%	as	compared	to	17%	for	
the	rest.	Similar	differences	were	also	revealed	in	
confidence	about	making	complaints	–	see	fig.18,	
‘I feel I have a proper say in what goes into my 
Claimant Commitment’ 

However, for those having claimed benefits for two 
years or more, satisfaction and confidence levels 
are much lower, whether residing in Islington or 
anywhere else in London. 

cOnclusiOns
Although	a	relatively	small	sample,	the	findings	
should still be seen as significant and reaffirm 
much of  the anecdotal evidence heard on a daily 
basis and exemplified in the ‘comments’ appendix. 

The barriers embedded institutionally in society - 
including those of  those of  gender and disability 
- are reflected perhaps predictably. Due to the 
small sample it was not possible to do a detailed 
breakdown	with	any	statistical	reliability	of 	any	
variation in how people from various ethnic 
backgrounds	felt	they	were	treated.

In general the needs of  claimants remain largely as 
they	were	expressed	in	2014:

•		The	need	to	be	treated	with	more	respect	with	
special attention to perceived biases against 
women and disabled people. This effort at more 
positive discrimination should also apply to the 
following:

•		The	need	for	more	information,	advice	and	
guidance in processing their claims. This is 
especially	true	in	the	context	of 	Universal	Credit	
rollout which the DWp is driving claimants to do 
online despite many people’s incapacity to use 
this method.

•		Professional	customised	support	in	identifying	
education,	training	and	work	opportunities	

•		Less	pressure	to	find	any	job	or	training	however	
unsuitable whilst customised information, advice 
and guidance and other support is given

•		The	need	to	be	able	to	make	a	complaint	about	
services or individuals with confidence it will be 
dealt	with	justly	and	without	fear	of 	reprisals.	
There were several comments expressing this 
fear	(see	appendices).	One	key	measure	to	help	
would be the creation of  a truly independent 
Claimants Ombudsman – a long-standing 
demand	of 	London	Unemployed	Strategies.

•		The	creation	of 	specific	channels	of 	consultation	
and communication whereby the role of  
claimants and their representatives in the 
development and delivery of  DWp/JCp services 
is fully appreciated and embraced. The nhS 
constitution has a built-in legal obligation to 
consult its users in this way – the DWp does not. 
London	Unemployed	Strategies	continues	to	work	
hard to give claimants and their representatives – 
who can and should be drawn from among their 
peers – such a voice.
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Fig.1 – i am treated with respect and staff  
are generally polite and helpful
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Fig.2 – i get all the help i need to find work, 
courses etc that i think suit me
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Fig.3 – i sometimes feel pressure to take 
jobs or go on courses that i feel 
are unsuitable
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Fig.4 – i get all the help i need to fill my 
journal, do job applications etc using 
a computer
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Fig.5 – i feel i have a proper say in what 
goes into my claimant commitment
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Fig.6 – i feel i am properly consulted about 
my needs and concerns as a claimant
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Fig.7 – i would feel confident in complaining 
about a member of  staff  at the Jobcentre
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Fig.8 – i would feel confident in complaining 
about other issues with the DWp about 
my claim
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bar chart key:
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Fig.9 – i would feel confident in complaining 
about a member of  staff  at the Jobcentre – 
55 and under
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Fig.10 – i am treated with respect and staff  
are generally polite and helpful – 
Female

0%

5%

10%

15%

20%

25%

30%

35%

40%

i am treated with respect and staff  are 
generally polite and helpful – 
Male
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Fig.11 – i sometimes feel pressurised 
to take jobs or go on courses that i feel 
are unsuitable – 
White british
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i sometimes feel pressurised to take jobs 
or go on courses that i feel are unsuitable – 
ethnicity: black, asian & Mixed race british
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Fig.12 – i get all the help i need to fill 
my journal, do job applications etc using 
a computer – 
Disability
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i get all the help i need to fill my journal, 
do job applications etc using a computer – 
no Disability
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Fig.13 – i feel i have a proper say in what 
goes into my claimant commitment – 
Job seekers allowance (Jsa)
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i feel i have a proper say in what goes into 
my claimant commitment – 
employment support allowance (esa)
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i feel i have a proper say in what goes into 
my claimant commitment – 
universal credit
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Fig.14 – i get all the help i need to find work, 
courses etc that i think suit me – 
under 1 year
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i get all the help i need to find work, 
courses etc that i think suit me – 
1 to 2 years
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Fig.15 – i get all the help i need to fill 
my journal, do job applications etc using 
a computer – 
age: islington under 55
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i get all the help i need to fill my journal, 
do job applications etc using a computer – 
age: islington 55 and Over
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i get all the help i need to fill my journal, 
do job applications etc using a computer – 
age: non-islington under 55
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i get all the help i need to fill my journal, 
do job applications etc using a computer – 
age: non-islington 55 and Over
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Fig.16 – i feel i have a proper say in what 
goes into my claimant commitment – 
gender: islington Male
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i feel i have a proper say in what goes into 
my claimant commitment – 
gender: islington Female
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i feel i have a proper say in what goes into 
my claimant commitment – 
gender: non-islington Male
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i feel i have a proper say in what goes into 
my claimant commitment –  
gender: non-islington Female
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Fig.17 – i get all the help i need to fill my 
journal, do job applications etc using a 
computer –  
islington Disability 
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i get all the help i need to fill my journal, 
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islington no Disability 

0%

5%

10%

15%

20%

25%

30%

35%

40%

i get all the help i need to fill my journal, 
do job applications etc using a computer – 
non-islington Disability 
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i get all the help i need to fill my journal, 
do job applications etc using a computer – 
non-islington no Disability 
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Fig.18 – i feel i have a proper say in what 
goes into my claimant commitment – 
islington less than 1 year
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i feel i have a proper say in what goes into 
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islington 1 to 2 years
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Fig.18 cont. – i feel i have a proper say in 
what goes into my claimant commitment – 
islington Over 2 years
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i feel i have a proper say in what goes into 
my claimant commitment – 
non-islington less than 1 year
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4 appenDices

•		Blank	form	

•		Comments	glossary

Attached	is	a	compilation	of 	‘anything	else’	
comments grouped by question and area of  
London	(Islington	and	the	rest).	Whilst	the	
comments reflect the data, we would emphasise 
again that the wide variations from positive to 
negative often reflected how the claimant felt their 
job	coach	treated	them.	

Under	‘anything	else	in	general’	the	most	
significant recurring unsolicited comments were 
criticisms	of 	the	new	Universal	Credit	system	and	
the perceived harsh treatment endured through the 
Work	Capability	Assessment.
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CLAIMANTS SURVEY 

THIS SURVEY IS TO FIND OUT ABOUT CLAIMANTS’ EXPERIENCES OF COMMUNICATION, CONSULTATION AND 
COMPLAINTS WITH JOBCENTRE PLUS AND THE BENEFITS SYSTEM.  

WE WILL USE THE INFORMATION TO RAISE PUBLIC AWARENESS AND DIRECT IT TOWARDS JOBCENTRE PLUS, 
POLITICIANS AND THOSE BEST PLACED TO MAKE THINGS BETTER FOR UNEMPLOYED PEOPLE. 

1) BASIC INFORMATION (please circle one) 

Age:  18-25   25-45   45-55   over 55 

Gender: Male/Female/Other (how you would describe yourself) 
________________________________________________________________________ 

Race/ethnicity (how you would describe yourself) ______________________________ 

Do you consider yourself to have a disability? (YES/NO) __________________________ 

Which of these benefits are you on? (please fill in one or more)  

• JSA   for _____ years ______ months 

• ESA  for _____years ______  months 

• Universal Credit (JSA component) for _____ years ____months 

• Universal Credit (ESA component) for _____years ___ months 

• Universal Credit (in-work benefit component) for ___years___ months 

--------------------------------------------------------------------------------------------------------------------------------------------------- 

2) AT THE JOBCENTRE and ONLINE:  

a) I am treated with respect and staff are generally polite and helpful 

Strongly agree   1  –   2  –  3  –  4  –  5   Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

b) I get all the help I need to find work, courses etc that I think suit me 

Strongly agree   1  –   2  –  3  –  4  –  5   Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

c) I sometimes feel pressurised to take jobs or go on courses that I feel are unsuitable 
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Strongly agree   1   –   2   –   3   –   4   –   5   Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

d) I get all the help I need to fill in my journal, do job applications etc using a computer 

Strongly agree   1   –   2   –   3   –   4   –   5   Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

 

3) CONSULTATION AND COMPLAINTS 

a) I feel I have a proper say in what goes into my Claimant Commitment 

Strongly agree   1   –   2    –   3   –   4   –   5    Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

b)  I feel I am properly consulted about my needs and concerns as a claimant 

Strongly agree   1   –   2    –   3   –   4   –   5    Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

c) I would feel confident in complaining about a member of staff at the Jobcentre  

Strongly agree   1   –   2    –   3   –   4   –   5    Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

d) I would feel confident in complaining about other issues with the DWP about my claim 

Strongly agree   1   –   2    –   3   –   4   –   5    Strongly disagree (circle one) 

Anything else you want to say about this? 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 
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ANYTHING ELSE ABOUT YOUR SITUATION OR ISSUES IN GENERAL THAT YOU WOULD LIKE TO ADD?  
 
We are especially keen to hear about examples where you have complained about unfair treatment at the 
Jobcentre or other aspects of your benefits claim and what success you had in getting a satisfactory 
outcome. Please continue on a separate sheet if necessary. 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 

 

THANKS FOR TAKING THE TIME TO ANSWER! PLEASE RETURN ONLINE TO: 

nickplus007@gmail.com 

OR POST TO: 

NICK PHILLIPS  
LONDON UNEMPLOYED STRATEGIES 
SERTUC, CONGRESS HOUSE, 23-28 GREAT RUSSELL ST, LONDON WC1B 3LS 
 
FOR MORE INFO PLEASE VISIT OUR WEBSITE: 
www.londonunemployedstrategies.com  

OR CONTACT NICK ON: 

07530 001653/nickplus007@gmail.com 

WE ARE KEEN TO CONTACT PEOPLE WHO WOULD LIKE TO TAKE PART IN DISCUSSION GROUPS ON ISSUES 
ARISING FROM THIS SURVEY.  

 IF YOU ARE INTERESTED PLEASE GIVE YOUR DETAILS BELOW. THESE WILL BE KEPT SEPARATE FROM THE 
INFORMATION YOU HAVE PROVIDED ABOVE WHICH SHALL REMAIN ANONYMOUS. 

 

NAME      CONTACT EMAIL/ PHONENUMBER/ADDRESS 

---------------------------------------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------------------------------------
--------------------------------------------------------------------------------------------------------------------------------------------------- 
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lus claiMants survey 2018 
cOMMents glOssary – islingtOn

2) at the JObcentre anD Online
a) treatment: respect, politeness, helpfulness etc.

•		‘OK	but	patronising	–	not	treated	as	an	adult’

•		‘They	need	training	in	customer	service	to	treat	
people with more respect’

•		‘David	(job	coach	for	2	years)	is	fantastic	–	 
caring and helpful’

•		‘Very	good’

•		‘My	new	advisor	is	nice.	In	the	past	most	of 	my	
experiences have been incredibly negative. I’ve 
had an advisor criticise and victimise me.’

•		‘Very	bad	service	and	nobody	cares	about	you’

•		‘Very	good	staff’

•		‘I	was	treated	very	well	with	respect’

•		‘Sometimes	they’re	hard	and	I	have	to	push	back	
to get respect’ 

•		‘Staff 	are	brilliant	but	pushed	for	time	and	have	to	
follow restrictive rules’

•		‘Always	nice	and	polite’

b) help to find work/suitable courses etc.

•		‘Was	just	told	to	go	on	a	website’

•		‘Zero	help	so	far’

•		‘I	get	help	elsewhere	–	no	expert	advice	here

•		‘Approachable	–	goes	the	extra	mile	(David)’

•		‘Sent	on	CV	writing	course	(helpful)’

•		‘Efficient

•		‘Expected	to	take	just	what’s	available	– 
no	relation	to	previous	work	experience.

•		‘never	got	a	job	via	the	Jobcentre	–	only	positions	
I found for myself’

•		‘Service	has	deteriorated	since	UC’

•		‘Staff 	are	helpful’

•		‘Ingeus	course	ok.	A4E	course	useless	and	
repetitive’

•		‘no	they	are	not	helpful’

•		‘not	enough	help’

•		‘no	help	or	support	to	improve	skills’

•		‘not	enough	training	in	my	field	(construction/
engineering)

c) pressure to go on unsuitable courses or jobs

•		‘raining	for	Youth	Offending	work	but	pushed	to	
work	in	burger	shop’

•		‘no	pressure	so	far’

•		‘no	pressure	but	they	do	not	help	either’

•		‘They	push	you	onto	any	course	or	job.	You	may	

have dreams but they ignore your ambitions’

•		‘Pressured	to	the	extent	where	I	was	sanctioned’

•		‘Coach	makes	suggestions	but	not	pushy’

•		‘I	have	more	potential	than	what	is	offered	to	me’

•		‘Mother	forced	into	job	during	a	stressful	period	
in her life’

•		‘Down	to	me	to	resist	–	lots	of 	options	that	were	
unsuitable’

•		‘Big	pressure	on	JSA	–	ok	now	on	ESA’

•		‘Just	being	pushed	into	any	old	job’

d)  help filling in journal, job applications etc. 
using a computer

•		‘I	was	criticised	for	not	filling	in	things	correctly	–	
no help – caused stress and humiliation’

•	‘Full	support	filling	in	journal	online’

•	‘I	don’t	get	any	help’	

•	‘helpful’

•		‘Start-up	help	but	nO	MORE	–	my	son	has	to 
help now’

•	‘They	let	me	still	do	things	by	hand’

•	help	is	available

•	Very	good	-	coach	helped	

•		‘not	enough	is	explained	about	how	to	use 
the	journal’

•	‘They	do	help	but	it’s	antiquated	tech’

•		‘help	at	the	start,	then	you’re	on	your	own. 
Form-filling	difficult	if 	not	up	with	literacy’

3) cOnsultatiOn anD cOMplaints
a)  a proper say re content of  claimant 

commitment

•	‘Pushed	into	agreeing	things	–	mild	threats’

•	‘no	great	pressure’

•	‘They	tell	you	what	should	go	into	it’

•		‘Went	through	it	with	job	coach	–	very	thorough,	
very	fair’(David)

•	‘Coach	helping	but	it’s	horrible	–	too	complex’

•	‘I	feel	able	to	push	back	when	I	need	to’

•	‘not	at	all	–	you’re	led	down	an	alley’

•	‘Coach	pushes	things	on	me’

b)   proper consultation about concerns 
and needs

•		‘Early	days	but	could	be	better	especially	re	
accommodation	support.	More	information	about	
my rights needed’

•		‘nO	–	not	consulted	or	bothered	about	you	– 
just	a	numbers	game’

•		‘I	had	to	find	out	for	myself 	about	things	– 
e.g.	half-price	travel,	foodbanks	etc.’
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•	‘Their	way	or	no	way’

•		‘They	should	inform	you	of 	your	rights	more	and	
ask	you	what	you	need’

•	‘It	depends	on	who	you	speak	to’

•	‘I	am	told	what	my	needs	are’

•	‘Staff 	could	do	more	to	help’

•	‘nobody	listens	to	you’

c)  confidence in complaining about 
a Job centre plus (Jcp) staff  member

•		‘I	felt	too	scared	to	complain	in	case	of 	the	come-
back.	Several	people	I	wanted	to	complain	about	
but scared of  the repercussions’

•	‘I	would	def 	complain	if 	any	big	problems’

•	‘Waste	of 	time	complaining	–	goes	nowhere’

•		‘I	have	complained	about	disrespectful	treatment	
to manager – they changed my adviser’

•		‘no	–	fear	of 	sanctions.	Might	be	labelled	as	a	
troublemaker’

•	‘I	don’t	trust	them,	you’ll	likely	end	up	sanctioned’

•		‘The	Jobcentre	are	not	interested	in	hearing	
about complaints’

•	‘I	stand	up	for	myself’

d)  confidence in complaining to DWp 
about claim issues etc

•	‘Yes	–	def 	would	complain’

•		‘Useless	(complaining)...they	lost	my	ESA 
claim – dragged on for three months – had to 
resubmit claim

•		‘Too	demoralised	–	no	energy’’

•		‘I	doubt	whether	they	would	listen’	(had	delays	in	
payments	but	did	not	complain)

•		‘Fear	of 	reprisals	–	might	make	it	worse’

•		‘It	takes	a	long	time	to	get	through	to	them	and	
then they rush you on the phone’

•		‘A	bureaucratic	and	confusing	process	–	took	
three months of  complaining to get HB sorted’

MiscellaneOus cOMMents

•		‘The	system	makes	a	person	more	ill	physically	
and mentally due to stress and worry from one 
session	to	the	next.	My	sleep	and	appetite	got	
worse and I used to cry a lot’

•		‘Since	Universal	Credit	a	lot	worse	getting	
payments…arrears	piling	up	as	payments	
severely delayed on rent’

•		‘Treated	good	till	now	–	some	useful	information.	
But today came several miles for appointment but 
coach was on training and no-one else there to 
help me’

•		‘We	should	all	get	Universal	Basic	Income	-	the	
system spends a lot on trying to control us so that 
could	go	instead	on	UBI’

•		‘David	is	fantastic!’

•		‘Should	have	got	more	points	for	WCA.’

•		‘need	more	I.T.	and	literacy	courses	for	UC	
claimants’

•		‘Thanks	to	JCP	-	They	sent	me	on	a	college	
course	(3	days	p.w.)	for	Literacy/numeracy	etc. 
to Level 4’

•		‘new	UC	system	is	horrible.	You	cannot	speak	to	
them, it all has to be written online which is hard. 
Big delays dealing with complaints’

•		‘STAFF	nEED	TO	BE	TRAInED	TO	EXPLAIn	UC,	
how	to	use	the	online	journal,	what	benefits	you	
are entitled to’

•		‘UnIVERSAL	CREDIT	WILL	CAUSE	CRIME	
EPIDEMIC!’

•		‘I	have	to	visit	a	foodbank	today	and	I	will	be	in	
rent	arrears	as	I	won’t	be	paid	for	several	weeks’

•		‘Some	barriers	(to	work)	can	be	personal	and	
don’t	want	to	discuss	with	job	coach’

•		‘Lack	of 	help	for	online	claiming	process.	If 	no	
computer	you’re	stuck’

•		‘Advance	payments	too	much	to	repay	over	12	
months – had to borrow off  friends and family

•	‘Long	waiting	times’

•		‘Reduction	in	income	with	move	from	ESA	to	UC	
affecting me negatively’

•		‘Age	is	a	problem	–	no	suitable	jobs	or	courses	
for people over 55’
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lus claiMants survey 2018 
cOMMents glOssary – 
WalthaM FOrest/sOuthWark etc
2) at the JObcentre anD Online
a) treatment: respect, politeness, helpfulness etc.

•		‘I	have	seen	a	different	person	at	the	Jobcentre	
every time I have attended which does not fill me 
with confidence’

•		‘Staff 	generally	respectful’

•		‘My	work	coach	is	ok	but	I	feel	she	has	no	
independence,	she	just	follows	DWP	instructions’

•		‘now	that	Kilburn	has	closed,	I	am	finding	
Harlesden staff  quite helpful and even 
sympathetic!’

•		‘I	was	treated	with	a	mocking	manner;	and	my	
anxiety	was	treated	as	a	light	matter…	I	was	
infantilised, made to feel I was at school again.’

•		‘Staff 	are	polite	and	respectful,	but	…	they	
generally	know	nothing	about	the	system’

•		‘Staff 	need	more	training	in	how	to	treat	people	
with mental and physical disabilities’

•		‘You	feel	like	you’re	a	‘scrounger’	and	asked	too	
many questions’

•		‘Generally	good.	Online	contact	is	very	
automated and impersonal’

•		‘The	level	of 	insight	and	understanding	regarding	
mental	health	needs	remains	shockingly	low…	
they are failing to provide appropriate support, 
advice,	guidance	and	opportunities…’

•		‘You	are	asked	by	a	surly	aggressive	bouncer	
what your business is. I now hate Jobcentres’

•		‘Coach	raises	his	voice	and	quarrels	with	me	- 
it is degrading’

b) help to find work/suitable courses etc.

•		‘non-existent	help’

•		‘I	found	I	knew	more	about	looking	for	work	
than the staff. I felt as though I was dragging 
information out of  staff  at times’

•		‘Was	referred	to	Shaw	Trust	who	have	been	
helpful’

•		‘I	wasn’t	helped	and	was	made	to	feel	I	had	to	
manage this on top of  their new experimental 
system	(UC)’

•		‘They	don’t	really	help	with	mental	health’

•		‘never	found	me	a	suitable	job’

•		‘I	tried	to	get	help	changing	careers	(building	
work	was	wrecking	my	body)	but	got	none. 

Was	forced	back	into	building	trade	due	to	rising	
debts’

•		‘Tried	to	push	me	into	office	work	unsuitable	for	
my condition’

•		‘I	should	have	a	permanent	advisor’

•		‘Offered	cleaning/grocery	work.	no	regards	to	
one’s experience and qualifications’

•		‘I	have	been	offered	no	practical	help,	advice,	
guidance	or	support	(despite	repeated	requests)	
since	I	was	moved	from	the	ESA	Support	Group	
to	the	WRAG	Group	more	than	a	year	ago.	

•		‘I	do	it	all	myself 	–	found	a	lot	of 	volunteering	
work	that	way’

c) pressure to go on unsuitable courses or jobs

•		‘More	pressure	from	the	Work	Programme 
than JCp’

•		‘Work	Programme	thrust	upon	you	without	prior	
mention or consultation’

•		‘The	threat	was	always	there	that	if 	I	did	not	do	
what	was	asked	of 	me,	my	benefit	would	be	cut’

•		‘They	only	want	you	to	do	the	jobs	they	offer	you’

•		‘Asked	to	go	on	2	courses	which	turned	out	to	be	
nothing	like	how	they	were	described	beforehand’

•		‘Especially	older	people	-	you’ve	got	to	be	
grateful	for	any	job!’

•		‘”Courses”	exacerbate/cause	physical	and	
mental	health	problems	e.g.	lengthy	Work	
Programmes,	full-time	days	on	PCs	“jobseeking”’

•		‘The	very	process	of 	having	to	attend	
appointments	with	a	job	coach	is	stressful	and	
intimidating, always with the implicit threat that 
I	will	be	pressured	to	take	on	courses	or	other	
options that are profoundly unsuitable’

•		‘I	was	made	to	attend	a	Work	Programme,	even	
though	the	DWP	know	I	have	a	mental	health	
problem. This was made worse by an advisor 
who	was	a	nasty	piece	of 	work’

•		‘Being	pushed	into	WAhP	or	part-time	work	
despite health issues

d)  help filling in journal, job applications etc. 
using a computer

•		‘Staff 	are	clueless	and	evasive’

•		‘What	a	laugh!’

•		‘I	had	help	making	a	claim	for	Universal	Credit.	
Since	then	I	have	been	left	to	my	own	devices.	
people with learning difficulties face a nightmare’

•		‘Staff 	don’t	take	into	consideration	my	dyslexia	
and learning disability’ 
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•		‘no	permanent	advisor	to	help	on	an	ongoing	
basis’

•		‘Times	when	security	staff 	helped	when	‘coach’	
reluctant – highly inappropriate’

•		‘no	meaningful	or	practical	help	has	been	
offered’

•		‘There	are	decent	people	at	the	Jobcentre	
helping people on the computer. But there 
are not enough of  them. people with learning 
difficulties	face	a	nightmare	making	a	claim	for	
Universal	Credit’

3) cOnsultatiOn anD cOMplaints
a)  a proper say re content of  claimant 

commitment

•		‘A	pre-printed	Claimant	Commitment	you	are	
coerced	into	signing	(with	hints	of 	sanctions)

•		‘I	cannot	remember	having	any	say	about	the	
content of  my Claimant Commitment’

•		‘People	I	go	with	are	at	best	listened	to…	some	
adjustments	are	made.’	

•		‘I	was	dominated	and	bullied’	

•		‘Strongly	disagree’

•		‘I	didn’t	even	know	I	had	a	say	in	this’	

•		‘My	career	ideas	were	not	included,	nor	was	my	
dyslexia’ 

•		‘I	had	problems	with	Claimant	Commitment.	They	
were resolved eventually but not without a lot of  
stress and support’

•		‘I	have	no	recollection	of 	ever	being	asked	about	
it, or offered a say’.

•		‘I	can’t	remember	having	any	say’

b)  proper consultation about concerns and needs

•		‘not	at	all.	Total	disinterest	about	me	as	a	
claimant’

•		‘My	work	coach	is	too	apathetic	to	consult	(me	
about)	my	needs’

•		‘I	was	vilified’

•		‘Strongly	disagree’

•		‘I’m	just	left	in	the	dark	about	everything’

•		‘I	feel	like	a	number’

•		‘not	able	to	put	points	across	with	bullish	rude	
advisor’

•		‘I	am	aware	of 	consultation	forums,	but	DWP/JCP	
never informed me directly as a claimant’

•		‘The	work	coach	at	my	local	JCP	was	very	helpful	
and	as	a	result	I	am	now	doing	volunteer	work’

•		‘My	regular	advisers	were	very	well-meaning	but	
did not listen carefully at the most vital moments. 
This made me very upset and decreased my 
confidence	in	job	situation’	

•		‘Little	or	no	understanding	of 	my	needs	as	a	
claimant who has experienced profound and 
lifelong mental health problems’

•		‘My	work	coach	is	sympathetic	in	regards	to	my	
mental health problems. But ultimately she follows 
the DWp instructions on her computer’

•		‘I	do	it	all	myself’

c)  confidence in complaining about 
a Jcp staff  member

•		‘Daunting	procedure,	potential	vendetta’

•		‘no,	it’s	like	complaining	about	a	police	officer.	
You	know	they	will	make	your	life	difficult’

•		‘I	complained	and	was	strongly	given	the	
impression	that	I	was	lucky	things	weren’t	worse	
than they are...it came across as a threat ‘

•		‘Strongly	agree’

•		‘no	point,	nothing	happens’

•		‘Institutional	bias…	will	not	work	in	claimant’s	
favour to complain even if  the claimant is right’

•		‘Too	scared	to	in	the	event	this	would	further	
impact my experience in the Jobcentre’

•		‘not	good	for	me’:	The	person	dealing	with	
complaint may be a friend of  the person being 
complained about. ‘I sent a letter of  complaint in. 
No answer, no response.’

•		‘As	soon	as	you	complain	or	even	ask	why,	they	
earmark	you	and	become	hostile’	

•		‘I	have	complained	and	my	complaint	was	
ignored’ 

•		‘Culture	of 	fear’

•		‘I	have	no	confidence	that	I	would	be	able	to	
make	a	complaint.	The	atmosphere	is	always	
intimidating, and the threat of  sanctions always 
implicit’

•		‘I	wouldn’t	complain,	upsetting	Jobcentre	staff 	is	
like	upsetting	the	police.	Both	can	make	your	life	
very difficult’

•		‘Fear	of 	reprisals	and	sanctions	–	culture	of 	
bullying seems to apply to all – they are all friends 
there’

d)  confidence in complaining to DWp about 
claim issues etc

•		‘I	trust	the	DWP	about	as	far	as	I	can	throw	them’	
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•		‘I’ve	lost	all	confidence	in	them,	and	surprised	I	
got as far as I have’

•		‘I	would	seek	advice.	But	I	am	confident	I	could	
deal	with	making	a	complaint’

•		‘Strongly	agree’

•		‘no	point,	nothing	happens’

•		‘no-on	listens.	no-one	cares.’

•		‘no	difference	–	phone	lines	busy	or	passed	from	
pillar to post’

•		‘I	have	complained.	My	complaint	was	not	dealt	
with	within	timescale.	So	I	complained	about	that.’

•		‘It	appears	to	be	a	very	long,	time-consuming	
process. This does not encourage claimants and 
excludes	those	who	lack	IT	skills’

•		‘I	know	groups	like	SKYR	can	help,	but	alone	
I would feel very little confidence in system 
process’

•		‘I	would	only	feel	able	to	pursue	a	complaint	with	
support	of 	an	advocacy	service.	At	present	my	
experience is that these services are unavailable 
as	they	have	been	subject	to	severe	cutbacks.’

•		‘having	gone	through	an	appeals	process,	I	
now view the DWp as a corrupt, mendacious 
organisation who view claimants as untermensch’

•		‘Yes	–	with	support/advocacy’

Misc cOMMents

•		‘Change	from	Leytonstone	to	Walthamstow	has	
made things worse’

•		‘After	sham	medical,	placed	on	JSA.	Appealed	
and was eventually able to go to tribunal where I 
went from zero to 27 points!’

•		‘Intolerance/rudeness	towards	a	deaf 	person	on	
the	phone	to	DWP	trying	to	make	a	claim’

•		‘no	real	problem	at	the	Jobcentre,	they	have	
helped	me	with	getting	on	the	Work	and	health	
Programme	with	the	Shaw	Trust’

•		‘..	before	the	tribunal	(WCA	appeal)	I	may	as	
well	have	been	taken	somewhere	and	beaten	
up, because that was how I felt.. I was getting a 
psychological	beating…	the	coach	was	terrifying,	
overbearing,	ticking	me	off 	over	how	I	expressed	
myself  so badly’

•		‘Benefits	stopped	after	missing	one	signing-on	
day	(on	a	course);	was	almost	evicted	as	a	result’

•		‘I	was	completely	misrepresented	(at	WCA)	
…	I	am	signed	off 	for	depression/anxiety	so	I	
was assessed by a physiotherapist and not a 
psychiatrist.’

•		‘Leaving	people	with	no	money	…to	go	without	
for a month of  debt is ridiculous’

•		‘Both	coaches	were	trained	on	Universal	Credit.	
It	would	be	great	if 	I	could	continue	to	work	with	
them until the end’

•		‘They	help	me	get	my	benefits	done	online	–	not	
been on computers before’

•		‘had	to	wait	three	hours	for	WCA	at	Marylebone	
centre’ 

•		‘Fighting	0	points	award	at	WCA	(hip	surgery)’

•		‘DWP	tend	to	be	cold,	unsupportive	in	my	
distress and how my conditions affect me’

•		‘Being	a	part	of 	LUS	has	given	me	some	
confidence to support myself  and equip me with 
some	knowledge	on	how	to	navigate	the	system’

•		‘I	think	that	paying	people	monthly	is	not	a	good	
idea and that people will find it very hard to 
manage their money and that crime will be on 
the rise’

•		‘I	have	been	treated	well’

•		‘UnISOn	should	organise	for	unemployed	
members	to	be	retrained	and	upskilled	and	help	
with	job	applications’

•		‘I	have	had	to	complain	about	unfair	treatment	
from staff  at the Jobcentre and other aspects of  
my benefits on several occasions’

•		‘The	complaint	system	is	a	mess	and	mine	was	
not	picked	up	and	dealt	with	on	time.	Waiting	time	
was ridiculously long to even get a response.’

•		‘I	endured	behaviour	at	most	appointments	that	
belittled,	mocked,	embarrassed	and	degraded	
me. I eventually saw a manager who I expressed 
myself 	to…	then	it	just	quietly	happened	that	I	
began to see a new adviser’

•		‘I	was	badly	advised	by	call	centre	during	
transition	from	ESA	to	UC.	Increased	frequency	
of 	ESA	50/UC	50	assessments	is	stressful’

•		‘…bare-faced	lies	from	the	healthcare	
Professional	who	carried	out	my	WCA’.

•		‘not	enough	flexibility	for	carers,	people	on	
courses	etc	–	you	must	stick	to	their	times	for	
appointments under threat of  sanctions

•		‘Age	a	barrier	to	find	work	–	DWP/JCP	do	not	
appreciate this


