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Important

Green writing
In this easy-read booklet we sometimes explain what words 
mean. 

The first time we mention any of these words, it is in bold 
green writing. Then we write what the words mean in a blue 
box. If any of the words are used later in the booklet, we show 
them in normal green writing.

These words and what they mean are also in a Word list at the 
back of the booklet. 
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About Personal Independence 
Payment
Personal Independence Payment began in April 2013. 

Personal Independence Payment
This benefit helps disabled people live full, active and 
independent lives. Disabled people who get the benefit  
get money to pay some of the extra costs of being disabled.

Personal Independence Payment was made because the 
government wanted to make sure that disabled people and 
people with a health condition get help if they need it. 

Personal Independence Payment took the place of Disability 
Living Allowance for people who are aged 16 to 64. 

Disability Living Allowance
This is money that someone with a disability or a health 
condition may be able to get to help them pay for some of  
the help and support they need.
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The Department for Work and Pensions use an assessment to 
work out who can get Personal Independence Payment.

Department for Work and Pensions
This is the part of government that is in charge of welfare  
and pensions. Some of the benefits it pays are to disabled 
people and people with a health condition.

Assessment
This is the way the Department for Work and Pensions works 
out if a person can get Personal Independence Payment. It looks 
at 10 everyday activities and 2 activities on how a person can 
go outside. Points are given based on how well a person can or 
cannot do the activities.
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What this booklet is about
In January 2015, an easy to read report was written, called 
What we found out about how Personal Independence 
Payment is working. This was written after the full report was 
written in December 2014.

 

Personal Independence Payment 

What we found out about how Personal 

Independence Payment is working

 
January 2015

In 2014, when Paul looked at how Personal Independence 
Payment was working, he found that it was taking a long time 
to deal with claims for Personal Independence Payment.

When Paul wrote his report, in December 2014, he gave 
the government 14 ideas about how he thought Personal 
Independence Payment could be made better.
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Work to include Paul’s ideas in the Personal Independence 
Payment process has gone slower than Paul hoped.

But, it is no longer taking a long time to deal with claims to 
Personal Independence Payment.

The government asked Paul to write a new report that looks at 
whether Personal Independence Payment is fair to everyone 
and to find out what people think about it.

This new booklet shows what Paul Gray found out about  
these things.

• How people claim Personal Independence Payment.

• How extra details about disabilities or health conditions  
are collected.

• How people are told if they can get Personal Independence 
Payment.

• If people are being treated fairly and well.
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What Paul Gray did
The law says that Personal Independence Payment has to be 
looked at twice. And reports have to be written to say what 
was found out about how Personal Independence Payment  
is working.

Paul Gray wrote the first report in December 2014. This is the 
second report.

For this report the government asked Paul to look at these 
things.

•	 To look at further evidence. This is evidence that the person 
who is claiming Personal Independence Payment needs to 
give to the Department for Work and Pensions. 

	 This is so the claim can be looked at and the Department 
for Work and Pensions can work out if the person can get 
Personal Independence Payment.

•	 To find out if people trusted the Department for Work and 
Pensions to make the right decisions. 

	 Paul wanted to make sure that people can see what the 
Department for Work and Pensions have done and their 
reasons for making the decisions they made.
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•	 In the first report Paul found that the Department for Work 
and Pensions needed to make sure that decisions were made 
in the same way every time and that they were fair. The 
government asked Paul to look at this again.

Decisions made in the same 
way every time and fairly

•	 To find out what Personal Independence Payment will be like 
in the future.
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Further evidence
When Personal Independence Payment was set up, the 
Department for Work and Pensions wanted to make sure that 
any decisions made about a claim to Personal Independence 
Payment were fair. And the decisions should be based on the 
evidence given to the Department for Work and Pensions. 

 
The further evidence needed by the Department for Work 
and Pensions can come from the person making the claim for 
Personal Independence Payment. It can also come from the 
assessment. Or it can come from other people, like medical or 
social care workers.

The Department for Work and Pensions use this further 
evidence to work out if someone can get Personal 
Independence Payment and how much they can get.
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When a person fills in the claim form for Personal 
Independence Payment they tell the Department for Work and 
Pensions how their condition affects them. This is important. 
This information is taken into account when the Department 
for Work and Pensions make a decision about the claim.

If the Department for Work and Pensions get further evidence, 
they can sometimes work out if a person can get Personal 
Independence Payment without them having to have a face-
to-face assessment. This is called a paper-based assessment.

Many people think that the assessment for Personal 
Independence Payment is medical based. This is wrong. 

But this means that some people are not sure what evidence 
they should give to the Department for Work and Pensions. 

Health workers can try to get further evidence, but they may 
only be able to get the evidence in a few cases.

If the Department for Work and Pensions think they can get 
the further evidence by making a few phone calls they may do 
a paper-based assessment.

If a person is having a face-to-face assessment and the 
Department for Work and Pensions find out that further 
evidence exists, the health worker should try to get it.

Sometimes further evidence does not exist. The Department 
for Work and Pensions need to be able to carry out a full 
assessment without any further evidence if it does not exist.
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What Paul Gray found out in this review
The person making the claim for Personal Independence 
Payment should get the further evidence if possible. This  
is because they can get the evidence more easily than 
someone else. 

Also, if the person who carries out the assessment asks for  
the further evidence they may not be able to get it.

Paul Gray said that the Department for Work and Pensions 
need to make it clear to people why the further evidence is 
needed. They also need to make it clear what further evidence 
is needed, and what people need to do.

Some types of evidence, especially evidence from carers or 
family members, are not treated in the same way as evidence 
from a health worker. 

The Department for Work and Pensions treat evidence from a 
health worker or other professional as being more important. 

Paul said that the Department for Work and Pensions need 
to make sure that evidence from carers and family members 
is treated in the same way as any other evidence. It is all 
important.
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Getting more people to trust 
the Department for Work and 
Pensions and making their ways 
of working clear to everyone
When Personal Independence Payment started in April 2013  
a lot of people did not like it. 

Many people think that the decisions about whether someone 
can get Personal Independence Payment are not fair.

It needs to be made clear to everyone how a decision is made. 
That way, even if people do not agree with the decision they 
can see how, and why, the decision was made.

When people get in touch with the Department for Work  
and Pensions and providers, they expect a good standard  
of customer service.
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Paul Gray said that the Department for Work and Pensions 
need to change the way they work. Paul wants people to like 
the way the Department for Work and Pensions work and 
agree that the decisions they make are fair.

Some people do not think that health experts can remember 
and write down word-for-word what is said during the face-to-
face assessments.

In the future, face-to-face assessments could be recorded. 
Having a voice recording of the interview can help both the 
person being assessed and the health expert prove what was 
said during the assessment.

It is important that the health expert offers to record the 
assessments for people. But if someone does not want their 
assessment to be recorded, then it will not be recorded. 

Some people do not think the health experts can work out how 
a person’s condition affects them. This happens more often 
when the health expert is not an expert in the person’s health 
condition.
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Even if the health expert is not an expert in the person’s health 
condition, it should not stop an assessment being carried out 
properly. But the health expert may need training to do this.

A lot of people are worried about this. Paul said that the 
Department for Work and Pensions and the providers need to 
show people that the health experts are fully trained. 

Health experts also need to make it clear to people when they 
have asked other experts, like mental health experts, for help.

If the assessment process is made clear to people they will  
be confident that the process is fair and open.

When people are given a decision about their Personal 
Independence Payment claim, they should be able to see their 
assessment report if they want to. 

Assessment 
Report

This will help people understand how the decision about their 
claim was reached. It will also help people to decide if they 
want to appeal against the decision or ask for the claim to be 
looked at again.
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People can ask the Department for Work and Pensions to look 
at their claim to Personal Independence Payment again if they 
are not happy with the benefit they get.

Some people do not trust the Department for Work and 
Pensions to look at their claim again when they ask them to. 

Also, some people do not trust the Department for Work and 
Pensions at the appeals stage of the process. 

Some people who appealed against the decision did not think 
their decision was fully looked at again.

Some tribunal judges are not happy with the process for 
looking at decisions again.

At the moment, in 65 out of every 100 appeals the decision 
that was first made is changed. This stops people having trust 
in the Personal Independence Payment system.

Paul said that the whole assessment process needs to be clear 
and easy to follow, so that people can see what is happening. 
It must also give high quality decisions that are fair and work in 
a consistent way for everyone. This will help people to trust the 
Department for Work and Pensions more.

Consistent or consistency
This is when something is done in the same way all the time  
so it is fair and accurate.



17

How Personal Independence Payment is working

Quality and consistency
It is hard to make sure that all Personal Independence 
Payment claims are dealt with in a high quality and  
consistent way. 

This is because Personal Independence Payment is a hard 
benefit to work on. It has a wide range of health conditions  
to deal with.

During an assessment, when the health expert is looking at a 
person’s needs they should use questions that are made just 
for the person being assessed and their situation.

 
Paul Gray said that when the Department for Work and 
Pensions are checking the way the Personal Independence 
Payment process works, they must make the way the checks 
are done better. Also, the whole process must be checked, not 
just parts of it.
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Paul found 4 areas where the Personal Independence Payment 
process is not consistent.

•	 The amount of help and support people get when they make 
their claim and when they have an assessment.

•	 The amount of further evidence that is looked at in a case.

•	 There are 2 service providers and each provider works in a 
different way.

•	 The health experts who carry out the assessments all work  
in a different way.

There is no single action that would sort out these 4 problems. 
But the Department for Work and Pensions need to understand 
and deal with all the problems. 

Paul said that the Department for Work and Pensions must 
deliver a service that is fair, clear to everyone, consistent and 
aimed at those people in the greatest need.

What the Department for Work and Pensions 
need to do
Paul said that the Department for Work and Pensions need to 
do these things.

•	 During the assessment, the health expert needs to make sure 
they look at how a person’s condition affects them.
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• The Department for Work and Pensions need to make sure 
there is enough time to look at the evidence before the 
assessment takes place. There must be enough time to ask 
any follow-up questions after the assessment. A record of 
the assessment must be written as soon as possible after the 
assessment takes place.

• The Department for Work and Pensions need to make 
sure that their checks include looking at the claim process 
the person has gone through when claiming Personal 
Independence Payment.

• The Department for Work and Pensions need to check and 
make sure that the decisions made on claims to Personal 
Independence Payment are consistent and of a high quality.

Paul wants the Department for Work and Pensions and service 
providers to work together to make Personal Independence 
Payment the best it can be.
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What Personal Independence 
Payment will be like in the future
Paul Gray said that the Department for Work and Pensions 
need to look at these things.

•	 Check the quality of Personal Independence Payment and 
make it better.

•	 Make changes to the way Personal Independence Payment is 
delivered to people.

The Department for Work and Pensions will keep checking 
Personal Independence Payment to make sure it is working 
properly.

Paul said that the Department for Work and Pensions must 
tell people what they find. This will make the way they work 
clear to everyone. It will also show people that they can 
trust the Department for Work and Pensions to run Personal 
Independence Payment properly.
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Paul thinks the Department for Work and Pensions should see 
if more can be done to put people in touch with advice and 
support services. 

 
This should be done when people claim Personal Independence 
Payment and they are either in work or they want to get a job. 

Paul wants the Department for Work and Pensions to let 
people know that being in work will not affect their chances of 
getting Personal Independence Payment.

Finally, the Department for Work and Pensions think that 
people should be able to claim Personal Independence 
Payment online using a computer. But, people who want to use 
a paper claim form will still be able to do so.

Paul said that the Department for Work and Pensions need 
to carry on with the work they are doing to make Personal 
Independence Payment better and also do the things Paul  
has suggested. 

By doing this, people will agree that Personal Independence 
Payment is fair and that the decisions are consistent.
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Paul Gray’s ideas for making 
Personal Independence Payment 
better
Paul Gray has come up with some ideas to make Personal 
Independence Payment better. The 4 main ideas are shown 
below.

• Paul said that the Department for Work and Pensions need 
to make their information easier to understand. This includes 
the claim form, the booklet that comes with the form, videos 
telling people what to do and any online forms.

• Paul said that the Department for Work and Pensions must 
make sure the person claiming Personal Independence 
Payment knows that they must get the further evidence if it 
is possible. It is important that the person does not think the 
Department for Work and Pensions will get the evidence  
for them or get in touch with health workers.

• Paul said that the Department for Work and Pensions must 
make sure that if they get evidence from a carer, then that 
evidence is taken into account during the assessment.

• Paul said that when a decision is made about a claim to 
Personal Independence Payment, the person who made the 
claim should be sent a copy of the assessment report with 
the letter about the decision. In future, the assessments 
should be recorded, but people can choose not to be 
recorded.

Other ideas that Paul came up with have been talked about in 
this report. 
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They are things like giving health experts more time to look 
at evidence before carrying out an assessment. Also, when 
possible, health experts should write reports as soon as the 
assessment ends.

Paul said that the Department for Work and Pensions need to 
carry out checks on Personal Independence Payment on their 
own and also with health experts.

Paul said that the Department for Work and Pensions need  
to carry out more research and then write about what they  
find out.

People and health experts should be able to go online and 
upload evidence safely, to help with a Personal Independence 
Payment claim.

Paul said that the Department for Work and Pensions need to 
make sure that people know that being in work does not mean 
they cannot get Personal Independence Payment.

Finally, Paul said that the Department for Work and Pensions 
need to look for ways that Personal Independence Payment 
can help people to stay in work. 
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© Crown copyright 2017

You may use the words in this booklet in any way you want  
to as long as you make sure you use them correctly. 

The Open Government Licence covers the use of the words.  
The only thing you cannot use are the logos. 

If you want to know a bit more about the Open Government 
Licence or if you need some help to understand what has been  
said in this booklet, the website which tells you more about the 
Open Government Licence is

www.nationalarchives.gov.uk/doc/open-government-licence

Or you can write to 

The National Archives 
Kew 
London 
TW9 4DU

Or email your questions to psi@nationalarchives.gsi.gov.uk 



If you need more of these easy-read reports, please contact us. 
Our address is shown below. Easy-read reports are free.

If you want to look at the full report written in English, you can 
see it on our website at www.gov.uk/government/publications/
personal-independence-payment-pip-assessment-second-
independent-review

A copy of this easy-read report is also on this website.

Copies of the full report can be made available in other formats 
on request. Our contact details are shown below.

PIP Independent Review Team 
Caxton House 
Tothill Street 
London 
SW1H 9NA

Email: pip.independentreview@dwp.gsi.gov.uk

Please contact us if you have any other problems getting the 
report.

© Crown Copyright 2017
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