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Introduction and summary 

As the cost-of-living crisis hit and energy prices rose in April 2022, the government launched a campaign to 

encourage low-income pensioners to apply for Pension Credit, which is a form of benefit designed to supplement the 

income of low-income pensioners over the age of 66. Following this campaign, the Department for Work and 

Pensions (DWP), who administer Pension Credit, received a large number of claims. 

These claims are purportedly processed within 6 weeks, but in practice evidence suggests this target time was not 

being adhered to. On 6 November 2022, The Observer reported that pensioners were waiting “months” for their 

claim to be processed.  

Greater Manchester Law Centre (GMLC) and National Association of Welfare Rights Advisers (NAWRA) conducted a 

survey of advisers and claimants in December 2022 to investigate Pension Credit delays. We found that delays were 

significant and widespread, with 98.7% of our 77 welfare rights adviser respondents, representing over 2000 claims, 

saying they were waiting over 6 weeks for claims and changes to be processed. We made recommendations to the 

Pension Service, including asking them to provide a public admission of the processing failures that have been taking 

place. (Click here for full results.) 

Following our survey, on 23 January 2023 Labour MP Fleur Anderson asked the Under-Secretary of State for Work 

and Pensions Laura Trott to address the Pension Service’s processing failure and what steps it would take to bring 

the average time it takes to deal with claims for pension credit down to the target time of six weeks: 

 

 

On 8 March 2023, Labour MP Thangam Debonnaire asked “what is the current average processing time of Pension 

Credit applications from date of application to date of (a) decision and (b) first payment?”, and Laura Trott replied: 

 

 

https://www.gmlaw.org.uk/2023/01/04/investigating-pension-credit-delays-survey-results/
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This appears contradictory: if there is no ‘business requirement’ to retain information about processing times, then 

how can Laura Trott be so sure that waiting times have decreased? Should this sort of monitoring not be standard if 

the Pension Service is committing to a target waiting time of 6 weeks? 

Laura Trott also replied to us directly in a letter on 9 March 2023 (below). This claimed that “’cases in progress’ 

would return to expected levels this month’ – presumably now meaning March 2023. 

 

 

 

Between 2 March 2023 and 15 March 2023, GMLC and NAWRA ran a follow-up survey with advisers to put Laura 

Trott’s claims to the test and ask whether they had seen an improvement. 75 welfare rights advisers filled in the 

survey. The majority of our respondents were still working on delayed claims or changes. Whilst 16 (21.3%) had seen 

some improvements, 47 (62.7%) had not. A further 12 (16%) were unclear whether there had been improvements – 

a further argument for the DWP publishing statistics to show how they have improved the service.  
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March 2023 Welfare Rights Advisers survey results 
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Reflections from advisers from March 2023 survey 
 

Some advisers commented that they had experienced improvements 

• “Swifter!” 

• “It's a mixed bag, some are coming back within 2 weeks some are taking the maximum 6 weeks.  But seems 

to be a vast improvement on the 16 weeks (sometimes longer) we were seeing.” 

• “A slight improvement, but still not acceptable.” 
 

Other advisers claimed they had seen no changes and are still having similar problems, especially on older cases 

• “My client applied in November and has heard nothing despite an escalation promised on 20 February. 

Today (14 March) she has been told that processing the application has not even been started. She has had 

to make a new claim over the phone.” 

• “Nothing seems to have changed and I have had to chase claims - the most recent made 22nd Nov 2022 and 

nothing heard 13/3/2023.” 

• “[I am supporting a pensioner who] receives middle rate care and higher rate mobility for PIP. He works part 

time at his local Working Men’s Club […] to make some extra money as he is struggling so much. He is 

desperate to give the job up as his health is getting worse and it is taking a toll on his mind. He now struggles 

to work as a doorman sat outside in the cold and is expected to act as security if there is any trouble in the 

club. This makes him anxious as a partially sighted 67 years old. He received assistance to apply for Pension 

Credit in April 2022 and someone from Age UK has assisted him through the claim process and continually 

calls him to check if Pension Credit has been received yet. As of 13 March 2023, he is still waiting and has 

received no update from Pension Credit about his claim. They are aware of his health conditions and current 

income and there has still been no progress to the claim.” 

• “We have noticed that more recent claims are being processed more quickly. We have had longer standing 

claims of 9 to 12 months resolved recently but only by going through the MP as complaints and escalation 

are routinely ignored by Pensions Service. We still have a number of these longer standing claims 

outstanding. Some of them have involved child elements which is of concern. Very alarmingly we have had 

around 5 or 6 cases where a PC claim has been 'closed' or 'deleted' off the system without a formal decision 

being issued. We have had various explanations on PC helpline including that they were 'duplicate claims' 

(they weren't) or that 'claims which are inactive for more than 3 months the system automatically deletes'.” 

• “Seems to me that the newest claims are being processed in a reasonable time (8 or so weeks). However 

they have ignored the backlog, probably an attempt to increase statistics in their favour. I am still waiting on 

results of applications made in September/October, but have also had application made in January already 

receiving payments. None of the applications I have dealt with have been complex at all.” 

• “I've seen no evidence of any changes as yet. I have 2 Pension Credit clients who were helped in 

August/September last year and are still awaiting a decision on their awards.” 

• “Nothing seems to have changed, and I am still waiting for claims made 3 months ago.” 

 

Clients with terminal illness still awaiting claims 

• “There is no easy way to identify claimants who are terminally ill and need their claim fast tracked.” 

• “I feel people with a terminal illness of 6 months or less should be fast tracked like they are with AA/PIP. By 

the time it takes for a decision to be made they may have passed away.” 
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Our five recommendations 

Whilst there does appear to have been some action from the Pension Service in response to our survey, including an 

admission of the delays and better resourcing to handle new claims, significant improvements are still needed, 

especially with regards to reporting, the handling of the claims backlog, and the treatment of terminally ill claimants. 

Furthermore, problems persist with the system ‘deleting’ old claims and claimants being promised callbacks they 

never receive. Here are our updates on the five recommendations we made to the DWP in January: 
 

1: The Pension Service should provide a public admission of the processing failures that have 
been taking place, and state what steps will be taken to resolve the problems claimants and 
advisers have been facing.  
 
Laura Trott’s first response in Parliament in January 2023 admitted delays were taking place, and 
suggested they would be taking steps to resolve it. Amongst those steps appear to have been 
increased staffing, as she said in her letter to our Welfare Benefits Supervisor – but there has 
been no clear rundown of what further steps will be taken to resolve other issues raised by our 
survey.  
 

? 

2: The Pension Service should put in place a timescale for reducing delays to bring the average 
claim/change time down to their target time of 6 weeks. 
 

Laura Trott’s first response in Parliament in January 2023 claimed that steps would be taken to 
bring the waiting time down to 6 weeks by the end of February. However, in our letter, this was 
revised to March. It is clear from our follow-up survey that issues are not yet fully resolved in 
mid-March, especially for claims that have been outstanding for some time. It remains to be seen 
whether issues will be resolved by the end of this month.  
 

? 

3: Staffing levels and staff training should be reviewed to ensure staff are capable of delivering 
on the Service’s expected timescales and level of service. 
 

Laura Trott’s letter to our Welfare Benefits Supervisor suggests that additional staff have been 
hired.  
 

✓ 

4: Policies around claimants who are terminally ill or in severe hardship (e.g. at risk of eviction 
or repossession as a result of rent/mortgage arrears) should be reviewed to provide escalation 
routes where necessary. 
 

17 (23.3%) of the 75 welfare rights advisers that responded to our follow-up survey in March 
2023 claimed that they had been made aware of escalation routes, but the majority were not. 
Several advisers commented that they were still having issues for terminally ill patients. We have 
replied to Laura Trott to ask about policies in this area to ensure terminally ill pensioners’ claims 
are processed quickly – both for new claims and in the backlog. 
 

✗ 

5: The DWP should publish annual updates that accurately represent key service figures, such 
as the processing time for claims and changes, for ongoing monitoring purposes. 
 

Though Laura Trott’s response to the first Parliamentary question and in her letter to us directly 
suggest some knowledge of processing times, the MP claimed on 9 March in response to 
Thangam Debonnaire that the DWP “does not have a business requirement for this information 
to be retained”. We ask that this is rectified so that processing times can be properly monitored, 
and improvements recorded publicly. Recording is standard across many areas of the DWP’s 
work and poor monitoring may well have contributed to the Pension Service’s failures over the 
last year. We therefore ask that statistics are published publicly at least annually alongside other 
DWP statistics, as this will help both the public and the DWP to keep track of any emerging 
problems before it causes any further hardship to low-income pensioners.  

✗ 
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