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How we can helpWho we are

We know that growing older doesn’t come with 
a manual. Later life can bring changes and 
opportunities to your life and you may need to 
know about rights, organisations and services 
which are unfamiliar to you.
That’s why we provide free information and advice to help you 
on a range of topics including benefits and entitlements, social 
care, legal issues such as Power of Attorney, housing and much 
more. All of our guides are available to download for free from 
our website, or you can contact our helpline team to have 
copies posted to you for free.

Our helpline is a free, confidential phone service for older 
people, their carers and families in Scotland looking for 
information and advice. 

Later life can bring times when you just need someone to talk 
to. Our friendship line is part of our wider helpline and older 
people can call us for a chat. We’re here to listen, provide 
friendship and offer support. 

Age Scotland is the Scottish charity for older people. 
We work to improve the lives of everyone over the 
age of 50 and promote their rights and interests.

Our vision is a Scotland which is the best place in the world  
to grow older. 

Our mission is to inspire, involve and empower older people  
in Scotland, and influence others, so that people enjoy better  
later lives. 

We have three strategic aims: 

Call us free on: 0800 12 44 222
(Monday – Friday, 9am – 5pm) 

Visit agescotland.org.uk  
to find out more. 

We help older people to be as 
well as they can be

We promote a positive view  
of ageing and later life

We tackle loneliness and isolation
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Introduction
Many people continue to enjoy good health and independence 
well into later life. Others need support or supervision to stay safe 
and well, due to physical or mental impairment. Pension Age 
Disability Payment provides extra money for people who have 
reached their State Pension age and live with this level of need. 

Pension Age Disability Payment has replaced Attendance 
Allowance for people in Scotland. It works in a very similar way 
to Attendance Allowance and is for the same purpose. The main 
difference is that Pension Age Disability Payment is paid by Social 
Security Scotland, while Attendance Allowance was paid by the 
Department for Work and Pensions.

There are also some differences that aim to make things simpler 
and easier for the people who apply. These are explained on pages 
4-5. This guide also explains who can claim Pension Age Disability 
Payment, how to apply and other support that may be available.
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Who can claim this support?
Before your claim can start, you must have reached State Pension 
age, which was 66 until recently. It is now being increased a little 
at a time, affecting people born on or after 6 April 1960. 

It will reach 67 in March 2028 and then continue to increase, until 
it reaches 68 for anyone born from 6 April 1978 onwards. To check 
your State Pension age, visit www.gov.uk/state-pension-age or 
call the Age Scotland helpline on 0800 12 44 222.

All of the following must also be true:

•	 due to a mental or physical impairment, you need:

•	 frequent support with things like washing, dressing,  
using the toilet, eating or communicating, or

•	 supervision to stay safe

•	 you have needed support or supervision for at least 6 months; 
this does not apply if you have a terminal illness

•	 you are not subject to immigration control

•	 you meet the residency and presence requirements, although 
there are some exceptions – see page 5 

You do not need to have a medical diagnosis or be registered 
disabled to claim. You also do not need to be receiving any 
support or supervision. Your eligibility is based on the help you 
ideally need; not the help you are getting.

Pension Age Disability Payment is non-means tested, meaning  you 
can claim it regardless of your income or savings. However, you 
cannot claim it at the same time as another disability-related benefit.

To find out the best combination of benefits for you to claim, call 
the Age Scotland helpline on 0800 12 44 222 to book a free 
benefit check. You can also check your entitlements at  
age.scot/benefitscalculator.
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How much could I get?
There are two rates depending on your care needs. The amounts 
for each rate are reviewed every April. For 2026-27, these are:

•	 £76.70 per week for the lower rate – 
 if you have care needs during either the day or the night 

•	 £114.60 per week for the higher rate –  
if you have care needs during both the day and the night 

These payments are non-taxable. This means you will not have  
to declare the payments as income for tax purposes.

For people with a terminal illness, the higher rate is awarded 
automatically, regardless of support or supervision needs.

Interactions with other benefits
The payments you get from Pension Age Disability Payment do 
not count as income when calculating your entitlement to means-
tested benefits. In fact, claiming it may entitle you to a higher 
amount of any means-tested benefits you already claim. You may 
also become entitled to benefits you couldn’t claim before.

To check your entitlements, visit age.scot/benefitscalculator or 
call the Age Scotland helpline on 0800 12 44 222 to book a free 
benefit check. 

What can the money be used for?
The money you get does not have to be used to pay for the care 
or support you need, or for the other costs of living with your 
condition or disability. You will never be asked how you spend the 
money or to provide evidence of what you use it for.
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The switch to Pension Age 
Disability Payment
If you live in Scotland and still get Attendance Allowance, you 
should have received a letter explaining that your benefit is 
moving to Social Security Scotland. If you have not had this letter, 
you should contact Social Security Scotland on 0800 182 2222.

How is the new benefit different?
The main difference is that Attendance Allowance was paid by the 
Department for Work and Pensions, while Pension Age Disability 
Payment is paid by Social Security Scotland.

There are also some differences in eligibility criteria, explained here.

Special Rules for Terminal Illness
For both benefits, the application process for a person with a 
terminal diagnosis is simplified, and certain criteria do not have to 
be met. These are know as Special Rules for Terminal Illness and 
are explained on page 7. However, the definition of terminal illness 
is different for both benefits.

For Attendance Allowance, a terminal diagnosis means being 
reasonably expected to have 12 months or less to live. For Pension 
Age Disability Payment, an illness is considered terminal if it can be 
reasonably expected to cause your death, regardless of how long 
you are expected to live.
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Residency and presence requirements
To claim Attendance Allowance, applicants needed to have been: 

•	 present in Great Britain for two out of the previous three years

For Pension Age Disability Payment, applicants only need to have 
been:

•	 present in the common travel area (Great Britain, Northern 
Ireland, Ireland, Channel Islands, Isle of Man) for 26 of the last 
52 weeks

In addition, applicants needed to be living in the common travel 
area to claim Attendance Allowance. In contrast, as long as you 
have a genuine and sufficient link to Scotland, you can also apply 
for Pension Age Disability Payment if you are living in the European 
Economic Area (EEA), Switzerland or Gibraltar.

Due to these differences in criteria, some people who could not 
apply for Attendance Allowance may be able to apply for Pension 
Age Disability Payment. For more information, call the Age 
Scotland helpline on 0800 12 44 222.

People who are terminally ill, have refugee status or are 
under humanitarian protection will not usually need to meet 
residency or presence requirements.

i
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Making a new claim
The application process
There are two parts to the application. 

Part 1  	 asks for your personal details to allow Social Security  
	 Scotland to process your claim

Part 2 	 asks for information about your conditions, treatments,  
	 needs and difficulties, and the help you ideally need

If your claim is successful, your payments will be backdated to the 
date you submit part 1 of your application.

You can apply online or by phone and paper.

To apply online - you will need to use the Scottish Government 
myaccount system. Register at signin.mygovscot.org/portal if 
you do not have an account. 

Once you start your application, you will have 14 days to submit 
part 1. You will then have another 56 days to submit part 2. You 
can ask for more time if needed.

To apply by phone and paper - you can complete part 1 with a 
Social Security Scotland adviser, or ask for part 1 as a paper 
application form. You can:

•	 Call from the UK on 0800 182 2222 or from abroad on 
+44 (0)1382 931 000. You can apply in over 100 different 
languages.

•	 Use the Contact Scotland video relay for British Sign Language 
users: https://contactscotland-bsl.org 

They will send you part 2 as a paper application form with a 
prepaid return envelope. If you send it back by the deadline printed 
on the form, your claim can be backdated to when you requested 
it, as long as you were eligible for the benefit on this date.
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Special Rules for Terminal Illness
Social Security Scotland defines a terminal illness as a condition 
that can be reasonably expected to cause a person’s death, 
regardless of how long they are expected to live.

If you are diagnosed with a terminal illness while already 
claiming Pension Age Disability Payment, you should contact 
Social Security Scotland on 0800 182 2222. 

If you are applying after a diagnosis, you will only need to fill 
in part 1 of the application form which asks for your personal 
details. You will NOT be asked to describe your difficulties or the 
help you need, or to have had difficulties for any length of time.

You can complete part 1:

•	 online: www.mygov.scot/terminal-illness/how-to-apply 
•	 over the phone with the help of an adviser:  

0800 182 2222 
•	 by post - call and ask for the part 1 application form:  

0800 182 2222 

A doctor or nurse involved in your treatment or diagnosis will also 
need to confirm your diagnosis. 

They can do this by completing a Benefits Assessment under 
Special Rules in Scotland (BASRiS) form. You can ask them to 
complete this and they will usually submit it directly to Social 
Security Scotland for you.

Social Security Scotland can also request a BASRiS form on your 
behalf if you provide your doctor or nurse’s contact details.
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Your doctor or nurse may give you the completed BASRiS form to 
send to Social Security Scotland. If you are applying online, you 
can upload a copy when you send your application, or afterwards 
at mygov.scot. You can also send the BASRiS form by post to:

BASRiS Form 
PO Box 27165 
Glasgow 
G4 7BR

If your doctor or nurse provides the equivalent form used by the 
Department for Work and Pensions, this will also be accepted. 
Calling or sending a letter to Social Security Scotland are also 
acceptable ways for them to confirm your diagnosis.

When will I hear back?
Social Security Scotland will prioritise the processing of your claim 
and will send you a letter with their decision. If your claim is 
successful, you will receive the higher rate payment. 

Payments can be backdated to the date you were diagnosed, up 
to a maximum of 26 weeks. Unless your circumstances change, 
the benefit will be paid indefinitely without the need for review.

Claiming on behalf of someone with a terminal 
diagnosis
Anyone can apply on behalf of someone with a terminal diagnosis. 
You do not need the consent of the person you are claiming for.

If the person you are claiming for isn’t aware they have a terminal 
diagnosis, you can ask their doctor for a BASRiS form without their 
knowledge. You may want to tell the person about the claim itself, 
as any letters will be addressed to them. However, the letters will 
not mention terminal illness or Special Rules.
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Completing and sending the form
You will need to complete and submit part 1 of the application 
before you can start part 2. Part 1 asks for personal details only. 
Part 2 will ask about your situation, needs and difficulties, and the 
help you ideally need. 

The application form includes guidance notes to help you as you 
go. This might make the form seem longer than other applications, 
but most pages have very little for you to fill in.

Before you start
You may want to gather the information you need for part 1. You 
will need your National Insurance number and dates you have 
travelled outside of the common travel area in the last 12 months. 
You will also need the details of the account you would like your 
award paid into if your claim is successful.

You might find it useful to keep a diary of your needs and 
difficulties for a few days or weeks before you start your 
application. You can use this to help you answer some of the 
questions in part 2.

Write down the difficulties you have as they come up, any tools 
or workarounds you use, and the help you ideally need. You can 
attach your diary notes as a supporting document if you wish. 
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Supporting information
The first question of part 2 will ask you to provide supporting 
information from at least one person who knows you. This is to 
allow the assessor to hear about your difficulties from another 
point of view. You can ask a professional, the person who knows 
you best in your wider support network, or both.

There is also space for a statement of support from someone who 
knows you. This allows an additional person to provide supporting 
information if they want to.

You can send your supporting information to Social Security 
Scotland up to 4 weeks after you submit your application. Social 
Security Scotland can help you gather your supporting information 
if you prefer. There is space on the form to provide the contact 
details of the person or people you would like them to ask.

If you do not provide contact details or send any supporting 
information, Social Security Scotland will contact you to ask what 
help you need to gather this.

Questions about your situation
Conditions, medications and treatments
You will be asked to name any conditions you have and any 
medications, treatments or therapies you have been prescribed. 
This will help the assessor to understand how your daily life is 
affected by needing to manage your conditions.

You will also be asked about any upcoming treatments or 
surgeries. You should explain any help you will need before and 
after these treatments and if your needs are likely to change.

Current stays in a hospital, care home or legal detention 
If you are currently in hospital, a care home or legal detention, you 
will be asked for some details about your stay.
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Help you need to do the task - say what you would need to do 
the task safely, repeatedly and in a reasonable amount of time. 

•	 safely means that you are not putting yourself or anyone else 
in danger by doing it

•	 repeatedly means that you can do it every time you need to, 
without needing to rest or recover for longer than you would if 
you didn’t have your condition or disability

•	 in a reasonable amount of time means that it doesn’t take 
you significantly longer than it would if you didn’t have your 
condition or disability 

Include help you get and help you need but do not get. This 
could be physical help, guidance, encouragement or supervision. 
Say how many times you need help with the task on a typical 
day, and if you find it difficult even with help.

Describing your needs and difficulties
For each task or activity you are asked about, you should include 
information about:

Difficulties you have with tasks - include physical difficulties and 
difficulties due to your mental state. It can also be helpful to note 
down which part of the task causes you problems specifically.  
For example:

•	 gripping
•	 lifting
•	 twisting
•	 reaching

•	 bending
•	 walking
•	 motivation
•	 concentrating

•	 understanding
•	 remembering
•	 communicating
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Aids, adaptations and tools - aids and tools include things 
like a bath rail, a dosette box for keeping pills in, special cutlery, 
incontinence pads and widened door frames. Adaptations include 
workarounds such as leaning on furniture, getting up in stages and 
only eating soft foods. 

For each aid or adaptation, explain how it helps and why you need 
it, even if it seems obvious. It may help to think about what would 
happen if you did not use it. You should also explain any difficulties 
you still have while using each one. For example:

Aids and 
adaptations

How does this help you? What difficulty do 
you have using this 
aid or adaptation?

Walking stick It helps me to stay steady 
when I walk. I need it 
because I have pain in 
my hips that causes me 
to sway from side to side 
when I walk.

Walking is still painful 
and slow. I struggle to 
grip the handle, so I 
am still at risk of falls.

Long-handled 
shoehorn

It helps me to put my 
shoes on because I can’t 
bend down far enough to 
do it myself.

I am exhausted after 
getting my shoes on 
and have to rest for 20 
minutes afterwards.

Dosette 
(calendar) box

It helps me to keep my 
tablets organised and 
to know which ones 
to take when. I need it 
because I cannot read the 
instructions on the boxes 
due to a visual impairment.

I need someone to fill 
it for me because of 
my visual impairment.
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Additional information
After each question, there is space for you to provide more 
information. You should use this to describe: 

•	 how often you need help with the task 

•	 the difficulties you have with the task on a bad day, and how 
often bad days happen. For example, if you have a condition 
that sometimes flares up, you should describe the frequency of 
your flare ups and how much help you need when things are at 
their worst.

•	 the difficulties you would or do have without help, and the 
difficulties you have even with help, for example pain, distress, 
breathlessness or missing out on activities 

•	 which of your conditions or disabilities causes each of your 
needs or difficulties 

If you run out of space for your answer, you can use extra pages 
and send these with your completed application form. You should 
include your full name, date of birth, National Insurance number 
and the words Pension Age Disability Payment on each extra sheet. 
You should also include which section of the form it relates to.



Age Scotland provides free workshops on how 
to apply for Pension Age Disability Payment, for 
yourself or someone else. It includes information, 
strategies and tips to make the process more 
simple and less daunting. 
For more information and to register, call the Age Scotland  
helpline on 0800 12 44 222 or visit age.scot/benefitsworkshops.
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Questions about daytime care needs
You will need to provide information about how you manage the 
following daily tasks:

•	 Getting in and out of bed
•	 Washing and bathing
•	 Toilet needs and managing incontinence
•	 Moving around indoors
•	 Dressing and undressing
•	 Communicating with others
•	 Eating and drinking

If you have kept a diary, you can use information from your notes. 
Remember to talk about the help you ideally need and not just 
the help you get.
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“My hands tremble due to Parkinson’s, which 
makes it difficult to eat and drink. I need 
someone there to cut up my food, pick up and 
put down my cup for me and help me to keep 
a grip on my cutlery. Without this help I don’t 
manage to finish meals - I put myself in danger 
because I knock things over and drop them, 
often hot drinks that burn my skin.”

“My arthritis means I need help to shave my face 
and wash myself. Without help these activities 
are slow and painful, taking over an hour each 
morning. It is very difficult for me to stand up 
for so long, lift my arms high enough and grip 
the razor safely. I am exhausted and in pain 
afterwards and need to rest for a long period of 
time to recover.”

“I have depression and I can’t motivate myself to 
get up, have a wash and get dressed. My wife has 
to encourage me every day, and stay nearby to 
prompt me to keep going until I am ready. If she 
didn’t do this, I would stay in the same clothes 
each day and not wash or bathe. I wouldn’t be 
able to face seeing anyone or leaving the house, 
so would feel isolated and even more depressed.”

Here are some examples of ways you might talk about 
difficulties with daily tasks and the help you need:
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Questions about other support needs
Staying safe during the day – you should include any support 
you get or need to stay safe at home. This could be having 
someone with you all the time because you are at risk of falls or 
seizures, or because you get confused. It could also be needing 
someone to check on you every few days, or needing a telecare 
system such as care link set up in your home.

Activities and interests – write about any help or support you 
need to engage in hobbies, interests and social or religious activities. 
You should explain what part of the activity you have difficulty 
with and what help you need, or would need, to be able to do it.

Include any activities you would like to do but can’t, and those 
you would like to be able to do more often. Say how often you do 
them now and how often you would do them if you had the right 
support.

Support taking medication, monitoring a condition and with 
therapy – this is about any help you need to manage your 
condition as recommended by your medical team. This could be 
someone to pick up your prescriptions or remind you to take your 
prescribed medications. It could also include help to administer 
treatments such as nebulizers or injections, or other treatments 
you need at home. 
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Questions about night-time care needs 
It is important to include any help and support you currently get 
and help you need but don’t currently get. Make sure you also 
include information about any aids, tools and adaptations you use 
or need, such as bed rails, hoists, incontinence pads or telecare. 

You will be asked about the following areas:

•	 Care needs during the night
•	 Getting settled and sleeping comfortably
•	 Getting to and using the toilet
•	 Managing incontinence
•	 Medication, treatment and therapies
•	 Staying safe during the night
•	 Any other care needs during the night

You should say how many days per week you need each type of 
help or support, and how many times each night. You should also 
say how long someone would usually need to spend helping you 
before you could go back to bed safely and comfortably.
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Here are some examples of ways you might describe 
night-time needs:

“I have epileptic fits during the night most 
nights. I need someone to be with me to put me 
on my side so I can breathe safely and make sure 
I don’t injure myself on the furniture or by falling 
out of bed. I feel confused and disorientated 
afterwards and need to be supervised for half an 
hour before I can safely be left to sleep again.”

“I have high blood pressure and take 
medication that makes me need the toilet more 
often than usual. My mobility problems mean I 
can’t get up on my own during the night to go 
to the bathroom. I need someone to help me to 
get out of bed and walk me there at least twice 
during the night. I often don’t make it on time, 
so then need help to wash myself and change 
my clothing.”

If you are having renal dialysis, the qualifying amount of 
support or supervision is reduced. Call the Age Scotland 
helpline on 0800 12 44 222 for more information.
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Extra information
There is an opportunity at the end of the application to provide 
information you have not had a chance to mention in other 
sections.

If you use any extra pages, write your full name, date of birth, 
National Insurance number and Pension Age Disability Payment at 
the top of each of each extra sheet.

You can also send or upload other supporting documents. 
The application form provides examples of what it might be 
helpful to include.
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If you need help with your application
A friend or family member is allowed to help you complete the 
form. You can also contact Social Security Scotland with any 
questions and to ask for additional support:

• call Social Security Scotland: 0800 182 2222
• webchat: chat.socialsecurity.gov.scot
• to ask about face-to-face support, call 0800 182 2222
• video relay for British Sign Language users:

contactscotland-bsl.org

Independent advocacy
Independent advocacy is available to people who are living with 
a disability and need support to claim Social Security Scotland 
benefits. This support is funded by the Scottish Government and 
provided by Advice Direct Scotland. Call them on 0808 800 9060 
or visit advocacy.scot.

Other sources of support
• Citizens Advice Bureau – call 0800 028 1456 or visit

www.cas.org.uk/get-advice to find your nearest branch

• Your local council – they may have teams that can help
with form filling

• Age Scotland helpline – call us on 0800 12 44 222 for
guidance or for help finding support to fill out the form

See page 25 for information about getting help with other 
aspects of managing your benefits.
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Completing the form for someone else 
You do not need any legal rights to help someone complete 
their benefit claim form, as long as the person making the claim 
understands the form and can sign it themselves.

You can only complete and sign the form on someone else’s behalf in 
the following situations:

• you have been granted legal rights to manage their benefits, by
Power of Attorney or as someone’s appointee, for example

• you are using the option on the form to apply to be their
appointee - see page 26 for more information

• you are applying on behalf of someone with a terminal illness -
see page 8 for more information

How to word the answers
• If you are completing the form with someone who can

understand and will be signing the form, answer the questions
in the first person, as if you were them, for example:

‘I struggle with’ 
• If you are completing and signing the form on behalf of someone,

for example as their appointee or attorney, answer in the third
person, for example:

‘They struggle with’
If someone would like you to help someone manage all 
aspects of their benefits, you will need to be granted legal 
rights to do this. See page 26 for more information.
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Sending the application 
You should submit your application as soon as possible, and within 
the deadline given. You can request extra time if you need it. Your 
claim will not be backdated if you miss the application deadline 
without requesting extra time, and you may have to start from the 
beginning.

If you are submitting a paper form, check you have answered 
all relevant questions and sign and date the form in the space 
provided. If you are applying online, check you are happy with your 
answers to each section and upload any extra pages or supporting 
documents.

On the top of any extra pages, write your name, National 
Insurance Number and the section of the form the information 
relates to. It is a good idea to keep a copy of the form and any 
other documents or pages you are sending.

If you are waiting for supporting documents, you can submit your 
completed form with a note saying that further information will 
follow. You can send or upload supporting information up to 4 
weeks after you submit your application.

If you are completing a paper form, you should send it in the 
freepost envelope. If you do not have one, call Social Security 
Scotland on 0800 182 2222 to request this.
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After applying
When will I hear back?
The length of time it takes to receive a decision varies. However, 
you should get a notification within 3 weeks telling you when you 
can expect a decision. This will either be by text message or letter. 

If you have not heard back after 8 weeks, you can call Social 
Security Scotland for an update on 0800 182 2222.

If your situation or details change
You must tell Social Security Scotland of any changes to your 
circumstances, including:

• changes to your name, address or phone number
• a change in your condition or the level of help you need
• if there is a change to your doctor’s details
• if you go into hospital or a care home
• if your immigration status changes, if you are not a British Citizen
• if you are diagnosed with a terminal illness
• if you plan to leave the country for more than 4 weeks

If the level of help you need increases to meet the criteria for 
the higher rate, you will only be entitled to the higher rate 
after you have needed this help for at least 6 months.

You can report changes by:

• telephone: 0800 182 2222
• post: 	 Social Security Scotland

General Enquiries 
PO Box 10301 
Dundee DD1 9FW

• online:
mygov.scot/pension-age-disability-payment-changes
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Managing benefits: getting or giving help
Getting help to manage your benefits
Managing a benefit claim involves answering letters and phone 
calls, completing and signing forms, and reporting changes to 
personal details or circumstances. It also involves collecting and 
spending benefit payments.

If you are finding it difficult to manage your benefit claim(s), you 
can give permission for someone you trust to help you manage all 
or just some aspects. 

Nominating a representative
If you would just like some help contacting the benefits office, 
you can nominate a representative, also called a third-party 
representative. This can be for a set length of time, for the 
duration of a specific process or indefinitely.

Your representative will only be able to provide or receive 
information about your claim. They will not be able to access 
or change the details held about you, and you will still have 
responsibility for all other aspects of your claim.

For Pension Age Disability Payment, there is space on the claim 
form to nominate a representative. You can also do this by 
contacting Social Security Scotland. Call 0800 182 2222 or write 
to them at:

	 Social Security Scotland 
	 General Enquiries	  
	 PO Box 10301 
	 Dundee DD1 9FW
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Power of Attorney
If you would like someone to be able to manage 
other aspects of your benefit claim(s) on your 
behalf, you will need to grant them continuing 
(financial) Power of Attorney. You can grant 
them the legal rights to manage all or just some 
aspects of your benefit claim(s). 

Our Guide to Power of Attorney in Scotland 
provides more information. Call the  
Age Scotland helpline on 0800 12 44 222  
or visit age.scot/information.

Applying to manage benefits for someone else
You can apply to become someone’s appointee if you want to take 
responsibility for managing their benefits, and they lack capacity to 
grant Power of Attorney. 

The Pension Age Disability Payment claim form includes an option 
to apply to be the claimant’s appointee. You will be contacted 
about this after the application has been submitted; you and the 
claimant will need to be interviewed by someone from Social 
Security Scotland.

If you were someone’s appointee for Attendance Allowance, 
you can continue to be their appointee when they are moved to 
Pension Age Disability Payment. Social Security Scotland will review 
your appointee status under Scots law as soon as they can.

A guide to Power 
of Attorney in 
Scotland
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If things go wrong
Challenging a decision 
If you feel a decision made about your 
benefit claim is incorrect, you can challenge 
it. For example, you may feel you have been 
awarded the wrong rate, or your claim has 
been wrongly turned down.

Our Challenging Benefits Decisions guide 
provides more information. Call the Age  
Scotland helpline on 0800 12 44 222 or  
visit age.scot/information. 

Making a complaint
Most benefit claims go smoothly, but there can be problems. 
You may want to complain if for example your benefit claim was 
unreasonably delayed, or you are unhappy with how you were 
treated during your application.

You will need to contact Social Security Scotland. You can do so by:

• telephone 0800 182 2222 – you can request information and
support in accessible formats and different languages

• online feedback form:
www.socialsecurity.gov.scot/contact/feedback

• webchat service: chat.socialsecurity.gov.scot
• video relay for British Sign Language users:

www.contactscotland-bsl.org
• writing to them at PO Box 10304, Dundee, DD1 9FZ 

Challenging  
Benefit Decisions
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You should tell them:

• how you would prefer them to contact you
• your full name and contact details
• which benefit you are complaining about
• what happened, when it happened and how it affected you
• what you want them to do to put things right

If you make a complaint and are unhappy with the response, you 
can ask for an investigation. 

If you are still not happy with the response, you can make a 
complaint to the Scottish Public Services Ombudsman (SPSO). 
You can contact them by calling 0800 377 7330 or online at  
www.spso.org.uk/complain/form.

For further guidance, visit  
www.mygov.scot/complain-social-security-scotland 
or call 0800 182 2222.

Help with complaints
You can give your consent for someone to make a complaint 
on your behalf; see the information about nominating a 
representative on page 25. 

If you do not have anyone you can ask, the Scottish Independent 
Advocacy Alliance can help you to find an advocate in your area. 
Call them on 0131 510 9410 or visit www.siaa.org.uk. 

For advice on making a complaint, call the Age Scotland helpline 
on 0800 12 44 222.
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Other types of help and support
Support for you
If you are applying for a benefit and haven’t already had a care 
needs assessment, now may be a good time to request one. 

This will look at your needs and identify any services and support 
that may benefit you, including help with personal care, or 
equipment to help with daily tasks. To request an assessment, 
contact the social work department of your local council, or the 
NHS if you live in Highland.

Our Care and Support at  
Home guides provide  
more information. Call the  
Age Scotland helpline  
on 0800 12 44 222 or visit  
www.age.scot/information.

Care and  
Support at Home 

Practical Help Assessment and Funding

Care and  
Support at Home 
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Support for your carer 
If your benefit claim is successful and you have an unpaid carer, 
they may be able to claim Carer Support Payment. The rules can 
be complex, and if they do claim, the amount you get in some 
means-tested benefits could go down.

A free benefit check can tell you which combination of benefits 
would be best for you both. Call the Age Scotland helpline on 
0800 12 44 222 to book. You can also check your entitlements at 
age.scot/benefitscalculator. 

Your carer is also entitled to practical support from your local 
council. They should contact the council and ask for an Adult 
Carer Support Plan. The council will ask about their needs so 
they can identify the type of support that will be right for them. 
The services in their Plan should be offered free of charge and 
might include things like training courses, respite care, or access to 
health and well-being services.

See our Adult Carer and  
Carer Support guides for  
more information. Call the 
Age Scotland helpline on  
0800 12 44 222 or visit  
www.age.scot/information.

Carer Support A Guide for  
Adult Carers  
in Scotland 



Pension Age  
Disability Payment

31

Useful contacts
Age Scotland helpline 0800 12 44 222 
The Age Scotland helpline provides information, friendship and 
advice, to older people and their relatives and carers.

If you need an interpreter, simply call the helpline and state the 
language you need, e.g. Polish or Urdu. Stay on the line for a few 
minutes and we will do the rest. 

You can also call the helpline for a copy of our publications list, or 
any of our guides. To read, download or order guides online, visit  
www.age.scot/information. 

Social Security Scotland
For information and updates relating to your claim for Pension Age 
Disability Payment.

0800 182 2222 
www.mygov.scot/pension-age-disability-payment

Citizens Advice Scotland
Provides free and confidential advice on issues relating to welfare, 
including benefits and the rights of people living with a disability.

0800 028 1456 
www.cas.org.uk

Advice Direct Scotland
Provides advocacy to people who identify as disabled and need 
support to access Social Security Scotland benefits.

0808 800 9060  
advocacy.scot
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Scottish Independent Advocacy Alliance 
Offers help finding an advocate in your area. An advocate 
may be able to support you to make a complaint or help you 
to communicate your views and wishes.

0131 510 9410  
www.siaa.org.uk



This information guide has been prepared by Age Scotland and contains general advice only. 
It should not be relied upon as a basis for any decision or action, nor used as a substitute for 
professional advice. Neither Age Scotland nor any of its subsidiary companies or charities accepts 
any liability arising from its use and it is the reader’s sole responsibility to ensure any information is 
up to date and accurate. 

Please note that the inclusion of named agencies, websites, companies, products, services or 
publications in this information guide does not constitute a recommendation or endorsement by 
Age Scotland or any of its subsidiary companies or charities.



All the information we provide is free and impartial. It helps older 
people access their rights and entitlements and can be life changing.

We are also a lifeline for older people who are feeling lonely and 
isolated. You can help us to support older people who need us most. 

Together, we can make a difference.

Our vision is a Scotland which is the best place  
in the world to grow older. 

How you can help

Make a donation
No matter how small or large, donations make a massive 
difference and help us continue our important work. 

  Call 03330 15 14 60  
  Visit age.scot/donate  
  Complete the donation form and return by Freepost

Fundraise 
Whether it’s having a bake sale or running a marathon, 
there are so many ways to raise vital funds to support  
our work. To find out more, call 0333 323 2400 or visit 
age.scot/fundraise.

Leave us a gift in your Will
By choosing to leave us a gift in your Will, your legacy 
will help us to continue being there for older people for 
generations to come. To find out more, call 0333 323 2400 
or visit age.scot/legacy.

Keeping in touch

You can read Age Scotland’s privacy policy at                                           .

We will stay in contact by post unless you ask us not to. We will never sell your data and we promise to
keep your details safe and secure. You can change your mind at any time by emailing us on
contact@agescotland.org.uk or calling us on 0333 323 2400.

£75       £50       £25       Other (£) 
I wish to pay by (please tick):
MasterCard       Visa       CAF       
CharityCard       Cheque       

I would like information about leaving 
a gift in my Will

I prefer not to receive a thank you
acknowledgement for this donation

I WOULD LIKE TO DONATE
Name on Card

Card No. 

Expiry date

Signature Date

Security code
(payable to Age Scotland)

I am a UK tax payer and understand that if I pay less income tax and/or capital gains tax than the
amount of Gift Aid claimed on all my donations in that tax year it is my responsibility to pay any
difference. 

Yes, I want Age Scotland** to claim Gift Aid on my donations
I do not wish you to claim Gift Aid on my donations

I WOULD LIKE TO MAKE MY DONATION WORTH 25% MORE

Date

I want Age Scotland** and its partner charities to treat all donations I have
made for the four years prior to this year, and all donations I make from the
date of this declaration until I notify you otherwise, as Gift Aid donations. 

By providing us with your telephone number and email address you are consenting to us contacting you via phone,
text and email. 

Email: 

Home tel: Mobile tel: 

Your details
Title:                   Forename:                                            Surname:

Address:

City: 

Postcode: Date of birth: 

Please donate today
Complete the form and return by Freepost to RSBS-KEHC-GBBC, Age Scotland, Edinburgh, EH9 1PR

**Age Scotland, part of the Age Network, is an independent charity dedicated to improving the later lives of everyone on the ageing journey, within a
charitable company limited by guarantee and registered in Scotland. 
Registration Number: 153343. Charity Number: SC010100. Registered Office: Causewayside House, 160 Causewayside, Edinburgh EH9 1PR.

age.scot/privacypolicy

**Age Scotland, part of the Age Network, is an independent charity dedicated to improving the later lives of everyone on the ageing journey, 
within a charitable company limited by guarantee and registered in Scotland. Registration Number: SC153343. Charity Number: SC010100. 
Registered Office: Causewayside House, 160 Causewayside, Edinburgh, EH9 1PR
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Age Scotland, part of the Age Network, is an independent charity dedicated to improving 
the later lives of everyone on the ageing journey, within a charitable company limited by 
guarantee and registered in Scotland. Registration Number: SC153343. Charity Number: 
SC010100. Registered Office: Causewayside House, 160 Causewayside, Edinburgh, EH9 1PR

We are grateful to the 
Scottish Government for 

part-funding this publication

Age Scotland is the Scottish charity 
for older people. We work to improve 
the lives of everyone over the age of 
50 so that they can love later life. 
Our vision is a Scotland which is the 
best place in the world to grow older.

Contact us:
Head office 
0333 323 2400 

Age Scotland helpline  
0800 12 44 222 

Email 
info@agescotland.org.uk

Visit our website 
www.agescotland.org.uk

Let’s keep in touch
Sign up to our newsletter 
Our regular newsletters by email contain 
details of our campaigns, services and 
how you can support our work. 

Sign up today at age.scot/roundup 

Follow us on social media 
Our social media channels are a great 
way to keep up to date with our work 
and issues that affect older people. 

A5 top-tail.indd   10A5 top-tail.indd   10 07/05/2025   15:0807/05/2025   15:08

M 5 April 2026




