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Abstract : This paper examines how community welfare initiatives transform how individuals use and experience an ostensibly
universal  welfare  system.  This  paper  argues  that  the  digitalisation  of  welfare  overlooks  the  complex  reality  of  being
unemployed or in low-wage work, and erects digital barriers to accessing welfare. Utilising analysis of ethnographic research
in food banks and community groups, the paper explores the ways that Universal Credit has not abolished face-to-face support,
but relocated it to unofficial sites of welfare. The apparent efficiency and simplicity of the state’s digital welfare apparatus,
therefore, is produced not by reducing the ‘messiness’ of welfare, but by rendering it invisible within the digital framework.
Using the analysis of the study’s data, this paper recommends three principles of service design that would render the
messiness visible to the state.
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