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Figure 1 Diagram providing overview of findings
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Table 1 Sample breakdown by demographic characteristics 

Characteristics Achieved 



 



Motivations for applying 



Finding out about PIP





 

Researching PIP 



Understanding of PIP eligibility, including misconceptions



Confidence in application at start of application process 



 

Completing the PIP application form 







“I am in bed 23.5 hours a 
day. The assessor note 
said ‘I have decided you 
can walk 250 metres’… I 
haven’t walked that far in 

1.5 years. I can only do 10 
metres.”

Customer pen portrait



Support in completing the PIP application

ad hoc



Providing medical evidence alongside PIP application 

Confidence at point of completing application



Assessment channel preferences  

Preparing for PIP assessments 



 



Customer pen portrait

"They focused on one issue 
[my anxiety] and decided it 
wasn’t much of an issue."



Support during assessment interviews 

Experiences of the assessment 







Customer pen portrait

“They [DWP] are like 
‘aphasia? Pffft… nothing’ … 

I gave my information… 
but… but it meant nothing.”



Providing additional medical evidence at point of 
assessment 

Confidence at point of completing assessment



 



Reflecting on outcomes of assessment 



Self-confidence impacted responses to zero point 
outcomes



Engaging with the outcome letter



Preferences for channels notifying outcomes

Appealing outcomes



 



Customer pen portrait

“It just felt like it was a 
bunch of people who had 

no idea how autism 
worked, or how disabilities 

worked, working with 
people with disabilities.” 



Clarity in eligibility and entitlement criteria 

https://www.gov.uk/pip


Accessing support 

Providing additional evidence in support of application



Desire for more information on outcome decisions



Customer pen portrait

“If ‘it’ means doing 
something differently then it 
means I’m going to lie. I’m 

not going to lie.”



 

Applicants’ understanding of PIP eligibility criteria 

What information applicants received before, during, and after assessment and 
how this impacted their decision to apply 

Applicants’ reflections on the assessment process  



 

Applicants’ level of confidence when applying to PIP, if (and how) this changed 
during the process, and whether individuals with low confidence considered 
dropping out   



Figure 2 Diagram providing summary of PIP application and decision making 
process



 



 



 

Introduction and Consent [2 minutes] 

Meet the participant [5 minutes] 

This section is to become introduced to the participant and learn about their disability 
and support needs.  



 

o Probe on 
work, study, leisure activities, family commitments and support 
networks and care (whether formal or informal) 

o
o

 

 Pre-application [10 minutes] 

This section is focused on the participant’s experiences before applying to PIP. We 
are particularly interested in their decision-making for applying including what made 
them ultimately go ahead with the application. We are interested in learning about 
what information they received and who they discussed it with. Details are very 
critical here, so please make sure to probe as much as they can recall.  

Please note this that the research is only interested in PIP assessment. Other 
disability benefits such as WCA are relevant as they may relate to participant’s 
(mis)understanding of PIP processes and eligibility, but ensure the conversation 
always comes back to PIP.  

o Probe: PIP vs other benefits  
o
o Probe: if suggested by someone, probe for who e.g., friend or family, 

GP, support worker 
o

o Probe: specifically on PIP if they are discussing other benefits as well 
o Note: clarify time frame  

o Probe: all sources 
o
o Probe: GP, nurse, medical practitioners, community / advice 

organisations
o Probe: family, friends, peers, etc. 
o   
o Note: clarify time frame  

o Probe: gov.uk, videos, online discussion forums, other sources   
 

o  

Note to moderator: please ensure you get a granular understanding of exactly who 
was spoken to (or sources of information), in what order and what they learned from 
each. 



 

o Probe: fear of assessment process, lack of energy, worry about stigma 
of applying, don't think PIP is for them 

o
o Note: clarify time frame  

If so, clarify which 
benefits and when they applied

Moderator to reconfirm information/support sources used between consideration and 
PIP application(s)

Understanding of PIP eligibility [10 minutes] 

This section is focused on their understanding of PIP. We are most interested in their 
understanding of eligibility of PIP.  

o

o Score out of 12 on daily living and score out of 
12 on mobility component. Researchers to review PIP on a page pre-
interview for own reference/understanding)

o

Note to researcher: we hypothesise some Zero point PIP 
applicants believe they qualify based solely on condition, when in reality 
PIP is measured based on functionality rather than condition itself. We 
are interested in testing this hypothesis here) 

o
Note to researcher:  Their health 

conditions must be expected to last at least 12 months to qualify as 
long term. It should have already started at least 3 months before 
applying, in which case they need to be expected to continue for at 
least another 9 months)

o Note to 
researcher: employment status does not impact PIP/is not part of 
eligibility. We hypothesise there might be misunderstanding around this, 
and would like to test that here)

o
(Note to researcher: PIP assessment 

considers how the condition impacts them on “majority of days”)



 

Application [5 minutes] 

This section focuses on the application process itself. It is important to understand 
what support they did or did not have, and what may have made the application 
process challenging for them.  

For researcher reference, the application and assessment process involves:  
o Call DWP to begin claim or send a letter requesting a postal application 

(takes longer)  
o Then fill a form “How your disability affects you”, either online or in a 

paper format (to be returned by post) (participants may refer to this form 
as the PIP2 form) 

o Either a ‘paper based’ decision is made (where there is sufficient 
evidence in the application to make a decision), or applicants are 
invited to an assessment if more information is needed. This will cover 
how the condition impacts daily living and mobility tasks, and any 
treatments had or will have (Note: some people do not have to fill this 
form and go straight to assessment) 

o The outcome is sent via a letter. This includes whether or not you will 
get PIP, the scores for each activity and a date of your first payment.  

o
o

o Probe ease/barriers across the 2 stages above  
Call or apply via post (probe: ease of making phone call, 
returning post) 
“How your disability affects your form” (if they did this) (probe: 
understanding, ability to complete online or paper, returning by 
post if relevant) 

o
o
o Probe across the 2 initial stages above  

Call or apply via post 
“How your disability affects your form” (if they did this) 

o Probe for barriers in accessing third party support 

o
o
o Probe for barriers in gathering evidence 



 

o Probe on potential barriers: filling forms poorly, not enough evidence, 
organisation 

o Did you take breaks? Why/why not? 

 

Assessment process [5 minutes] 

This section covers the assessment process. It is important to understand the 
support they did or did not have, and what may have made the assessment 
challenging for them.  

o
o

o Probe across preparing for the assessment and during the assessment 
o
o

o Probe for either offering new information or being asked for it 
o If yes:  

o Probe for health condition, how it impacts daily life 

o
o

Probe: uncertain how to, difficult to reach DWP 

Outcome/Results [10 minutes] 

This section focuses on the results of the PIP application. We are interested in how 
information was received, whether there was confusion at this stage, and what they 
decided to do next (if anything).  

(This comes through an outcomes letter)
Probe whether 

upset/annoyed as believe qualify, or whether accept decision based on the 
assessment criteria.

If still feel eligible then ask following questions: 



 

o
o

o

o
(e.g., scoring or 

eligibility criteria)
o

o

Probe:
o

o Probe: reaching out to DWP, gov.uk, speaking to medical practitioner
  

o Probe: apply for other benefits, mandatory reconsideration (or appeal if 
already at that stage), go to someone for advice, give up 

o [If they considered, plan to, or are going through mandatory 
reconsideration or appeal] 

 
o [If they considered, plan to, or are going through mandatory 

reconsideration or appeal] 

 

If agree that not eligible then ask following questions: 

o
o

o
o

(e.g., scoring or 
eligibility criteria)

o



 

o

  
o Probe: apply for other benefits, mandatory reconsideration (or appeal if 

already at that stage), go to someone for advice, give up 

 

Reflections [10 minutes] 

This section is to allow the participant to reflect across the assessment process and 
identify any points where they wish they had information or done something 
differently.  

 

 
o  
o Refer back to trusted sources, 

and explore role for DWP 
o Probe: 

DWP, independent charity, medical professional 
o

 

 
o Probe: eligibility, application process, the assessment   
o How could these best be addressed? 

 

o
o

 
o Probe: more/different evidence when applying, more/different advice or 

information   



 

 

Thanks and close [2 minutes] 
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