What can the SPSO decide?

What about other
welfare benefits?

They can decide:
• to change part or all of the council’s decision
• to tell the council to make a new decision, or
• not to change the council’s decision in any way
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Other sources of help
You may be able to get an Advance Payment or a
Hardship Payment from the Department for Work and
Pensions.
The Department for Work and Pensions will continue to
deliver the Bereavement Support Payment; or offer
support if you are in financial need and have either:
• Recently made a new claim to benefit
• Need an advance of benefit to help you until the
next payment of benefit is made (This is an Advance
Payment)
- Y ou need to demonstrate that you will be able to
repay the advance. This is usually within
12 months and consideration can be given to
delay repayment by 3 months. You may be
required to show that you don’t have any other
source of financial help.
Best Start Grant (Pregnancy and Baby Payment, Early
Learning Payment, School Age Payment) and Funeral
Support Payment are also available through Social
Security Scotland.
Your local Citizens Advice Bureau, or local Welfare
Rights Organisation can offer advice. You’ll find details
at www.cas.org.uk/about-us/citizens-advice-bureaux
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First Tier Review
Where you have
received a decision
on your application
I have been refused an award, or I’m
unhappy with the award that I’ve been
given, what can I do?
You can ask your local council to look at the
decision again. This is called a review.
Someone in the local council, other than the
person who made the original decision, will look
at your application again.

Is there a time-limit for requesting a review?
Yes. Requests should normally be within one
month from the date of the original decision.
You should contact the council for advice

How do I make a request for a review?
You must normally make your request in writing by
email, or in a letter and, include:
• date and reference number from your decision
letter
• reasons why you think the decision is wrong
• any information that might make a difference to
the decision, e.g. a change in your
circumstances
You may in exceptional circumstances ask for a
review in person, or by telephone.

What happens if I provide new information?
The local council will look at your case again,
taking into account all new information.

How long should it take for the council to
complete my review?

Is there a time limit for me to ask for an
independent review?

Councils aim to deal with Community Care
Grant reviews within 15 working days and Crisis
Grant reviews within 2 working days. They will
notify you in writing of their decision. This should
include an explanation of their decision, and
information about what you can do if you are not
happy with the review decision.

Yes. You should ask the SPSO for an independent
review within one month of the first tier review
decision. In some circumstances you may be
able to ask for a review after this. You should
contact the SPSO for advice.

What decision can a council reach on a
review?
The review can decide to:
• uphold, or agree with, the original decision
• change the original decision
They cannot reduce the award, or take it away

Independent Review
When you have
received a decision
on your first tier review
I’m still unhappy after the first tier review. Is
this the final step?
No. If you are unhappy with the council’s decision,
you can ask the Scottish Public Services
Ombudsman (SPSO) for an independent review.
The SPSO is not part of the council.

When can I ask for an independent review
from the SPSO?
You can ask for an independent review only after
the council has given you their decision on their
review. The council will send you a letter that tells
you about contacting the SPSO.

How do I ask for an independent review?
You can ask the SPSO for an independent review
over the phone or in writing. If you prefer, they will
send you a form in the post, or you can print it off
their website or fill it in online.
You will need to tell the SPSO that you have
received the council’s first tier review decision. If
someone is asking for an independent review on
your behalf, you will need to tell the SPSO that you
are happy for this to happen.

What will the SPSO do?
The SPSO will consider whether the council made
a reasonable and fair decision. They will do this by
checking that the council:
• followed Scottish Government guidance
regulations and any relevant council policies
• considered information that was accurate
relevant and complete
• made appropriate enquiries to get that
evidence
• made their decision fairly, based on relevant
evidence and your own individual
circumstances, and
• in making their decision, treated you with dignity
and respect

