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Universal Credit is & benefit which combines in and out of wark benefits whilst supporting
employed claimants with childcare and housing costs.

Universal Credit is repiacing:

Income Support

income-based Jobseeker's Allowance

income-related Employment Support Allowance

Housing Benefit '

Warking Tax Credit

Child Tax Credit
Universal Credit is 2 calendar monthly assessed benefit that is paid monthly in arrears. It is
calculated as 2 set calendar month amount — regardless of the number of days in @ month.

Claimants must be:

over 18

under state pension age

not be in full time education or fraining

not have savings over £16.000 B
Young people aged 16 and 17 will not ustally be able to get Universal Credit in their own right
because they should look o their parents (or the care system) for support. They are aiso
expected 1o be in education or training, with the exception of those in Scotiand, where there is
no requirement to stay in educationftraining until aged 18. See Under 18s guidance for details of
young pecple who are not in employment, education or training. '

in some areas of the UK only single claimants can claim Universal Credit. Where this is the case
claimants who are not single will continue to claim legacy benefits. However, in other areas the
‘gateway’ is open to any type of claimant and hauséhoid. Where this is the case some claimanis
are entitled to both Universal Cradit ang contributory benefits.

New style JSA (C) and ESA (C) can be claimed independently of Universal Cre&it, even in a
UCFS area, regardless of whether the customer is entitied 1o Universal Credit or not. See New
style Employment and Support Allowance and Jobseeker's Allowance {contribution-based).

What is the Full Service?

Universal Credit Full Service (UCFS) is an interactive service which claimants and staff use to
build and maintain accounts for Universal Credit.

The orline service is available 24 hours a day, 7 days a week, 365 days a year. -

UCFS Is designed fo work on mobile devices aswelias on a desktop computer, making it easier
for claimants to access the service in & way that suits them.

The design principles are that the sefvice experience should be tailored to meet the needs of
individual claimants. We wouldn't design cutbound calls in to the service design but we

recognise that in some circumstances it may be prudent fo do so.

Eligibility for UCFS is based on whether the claimant lives in designated post codes. These are
outiined on the GOV.UK website. The service is available to all claimant types, for example;
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singles

couples

families

people out of work
pecple in work

self employed
people who are sick

carers , _
Claimants apply directly on line to register and create an account and are able to maintain their

account themselves, including any changes in circumstances.

if a claimant does not book their appointment within 7 days of making their Universal Credit
ciaim onling, the claim will be cancelled and they will need to re-apply.

Claimants can use GOV.UK Verify to let the service know they are who they say they are.
Work coaches and case managers can see the same information on the single system.

Claimants and staff can access the ‘entitledto’ benefit calculator via GOV.UK to get an estimate
of how much Universal Credit the claimant may be entitled to. See bene‘? its caloulators.

‘What is assisted digitai?

Cfaimants_ should always be asked to apply and maintain claims online independently where
possible.

All reasonable attempts should be made fo enable, support and educate claimants to self-serve.

Assisted Digital Is supporting claimants who are not able o access tha service through the
standard process.

If claimants are having difficuity using the online service, reasons for this need to be
established. Based on their circumstances, claimants should be assisted in accessing the
Universal Credit service through a channel that is appropriate for their needs. The following
options are available: '

support from family or friends :

telephone support when using the online channe!

in-house coaching in the Jobcentre

home visit .

agent as proxy (oniy in extreme oxrcamstancea)
Universal Cradit staff must not enter information on a claimant's behalf uniass it is in extreme
circumstances where the agent is acting as proxy. The information entered and the accuracy of
this information is the responsibility of the claimant.

More information is available in the guidance for Assisted Digital.

What is a couple claim?
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if 2 claimant lives with their partner and both are eligible to claim Universal Credit, they wil
receive a single payment that covers them both.

The basic standard allowanee is based on both of their ages.

They will both have access to the journal so this must be considered when writing anything in
the journal - both claimants are entitled to protection of personal information.

The upper age limit doesn't apply if the person over State Pension age isin a joint claim and
thelr partner has not reached that age. Both adults are eligible for Universal Credit providing all
other conditions of entitlement are met. The person over the SPC qualifying age is exempt from
work coz:»d;‘iibnaﬁiy and will be placed in the no work reiated reguirements regime.
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What is the Labour Market offer?
Universal Credit supporis claimants to get work, move closer fo work or get more work.

The Labour Market Offer has been developed on the basis of 5 core principles:

" the majority of claimants will be self-sufficient and expected to either work, earn more or
prepare for work in the futyre o
staif will support claimants to understand these expectations throughout the life of their LC
Claim, with the role of the adviser fransformed in o 2 coaching role :
support will be failored to individual needs

- relying en mutti-channel (cigital as appropriate) to gather diagnostic information, deliver
interventions and monitor activity - .
monitoring of the different components of the regime to help drive success

This is underpinned by:

activation and movement info work

to keep people ciose to the labour market
io move people intc work as quickly as possible

retention and prevention

to ensure people remain in employment
progression in work

to ensure that pecple increase their earnings, become independent and achieve their full
potentiai
Claimants will be aliocated to one of 6 Iabour market regimes depending on individual
circumstances, for example the level of earnings, caé‘éng status and health.

Each regime has been designed 1o ensure the right subport is given 1o the claimant at the right
time. They are:

Working Enough

No Work Related Requirements
Work Focused Interview

Work Preparation

Light Touch

Intensive Work Search
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¥z claimant E‘%&b characteristics that mean they cou?a fall in to more than one ragrme the regime
with the lowest conditionality will apply.

Claimants will often be allocated to different regimes if their circumstances change - for example
an increase/decrease in earnings.

More information can be found in Labour Market regimes.

What are the clalmant’s respons:bllltles‘?

When the claimant makes a claim to Universal Crné;t they will usually:

accept a commitment tailored fo their circumstances

he respoﬁsibée for paying their own housing costs where relevant

report changes in circumstances through their account

manage thelr monthly payménts and budget monthly _

be required to seek additional work and increase their earnings if they are working part-time

and able to earn more , ‘
Claimants can get more information onling at GOV. UK/universal-credit
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What are a claimant’s commitments?

A claimant's commitments are an agreement between the individual and the state and sets out
what the claimant needs ‘To-do’ in return for receiving Universal Credit,

We want Cl aamants to be up and running within their regime as quickly as posssbie with the
knowledge and skills they need o ﬁch ieve their goal.

In most cases their commitments will be drawn up during a conversation with their work coach at
their local Jobcentre. It will set out what they have agreed to do to prepare for and look for work,
- or to increase their earnings if they are already working.

This will be based on their personal circumstances énd reviewed and updated on an on-going
basis. Each time it is updated, a new Commitment must be accepted to keep receiving Universal
Credit.

More information can be found in the Claimant Commitment section

What are waiting days?
Waiting days in Universal Credit are days of non-entitiement. When waiting days apply they will

start from the date of the claim and run for seven days.

Entitlernent to Universal Credit begins at the start of the assessment period which follows the
seven waiting days. The aim of waiting days is to discourage people from claiming benefit when
they only have a short gap between jobs, or have a short period of sickness.
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This is because benefits are not intended fo provide cover for people moving between jobs or
brief spelis of sickness. .

There are exceptions when waiting days do not apply. Sse Waiting days guidance.

What is the first assessment period?

The day after the 7 waiting day period ends, entitlement to Universal Credit begins. This is the
start of the first assessment period. An assessmerit period is a period of one month, At the end
of each assessment period. a claimant's Universal Credit for that month is caiculated.

it is during the first assessment period that most ‘To-dos’ are created. It is essential that the
claeimant, work coach and case manager complete all of the activities they are supposed fo
correctly and in the specified time frames. If this doesn't happen the claimant will not be paid
correctly or on time, resulting in more journal entries, telephone cails, queries and complaints for
us to deal with,

The First assessment period section provides more information.
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What is the Journal?
The Journal is used as the main method of cémmunicaﬁon between. the claimant, Work Coach
and Service Centre, :

At present claimants are unable o upioad evidence containing perscnal data, but they are able
to upload other docuy ments, for exampie CVs and other work search information. ‘

What is the claimant ‘to- do’ list?

The claimant's ‘“To-do’ list’ is a list of actions that the claimant needs to carry out to move their
claim forwards. Once the claim has been established these ‘To-dos’ may also include actions fo
help the claimanis improve their chances of moving closer to work, or increasing the earnings
they already have. Failure to carry out a "To-do’ will usually have an impact on the progress of
their claim,

‘To-dos’ can be generated automatically by the Full Service or manuaily by Case Managers or
Work Coaches. '

Once a ‘To-do’ is completed su mmary information is automatically moved to the claimant's
journal page so that they can see what has been compieied,

How are payments made?
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Universal Credit is paid monthly. This must be paid into the bank, building society, Credit Union,
or Post Office Card Account that is in the claimant's name. If they don't have their own account,
they are required {0 open one.

The amount paid is calculated each month, and depends on the claimant's circumstances and
earnings during that time. This is known as an assessment period.

Paymenis will usually be paid on the same date each month or earlier if the date falls on a
weekend or bank holiday.

Claimants previously in receipt of tax credits should be advised that their tax cred ’zs wilt stcp as
soon as they make a claim to Universal Credit.

What is Personal Budgeting Support
(PBS)?
it is recognised that some claimants will need extra support when managing their Universal

Credit a}ay'ﬁcms

All claimants wiil DE‘ offered money advice at their new claim interview and any other SSbSGGLﬁE"&t
intarviews

There are 2 ements to PBS:

money advace - o help claimants cope with managing their money on a monthly basis and

paying ir bills on time _

Afternaawe Payment Arrangements (APA) - for those claimants who can’'t manage the single

monthly payment and there is a risk of financial harm to the claimant and/or their family
Claimants who reguire budgeting support to help them manage their money will be referred to -
the relevant provider. The provider will determine how often to see the claimant 2nd the channel,
‘based on the claimant’s needs at that tim

More information can be found in the Personal Budgeting Support guidance.

What is the Benefit cap?

The benefit cap is a cap to the amount of benefit claimanis can receive.

The benefit cap faz’ a single claimant is different to that for a couple and single parent benefit
unit.

The benefit cap nationally for couples and lone parents; and single claimants without children is
different to the cap applied for those claimants living in Greater London The benefit cap applied
in Greater London is slightly higher.

The beneﬁicap may reduce the amount of Universal Credit a claimant receives.

There are exemptions fo the benefit cap. See the Benefit cap guidance.
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What is the earnings taper?

To maks sure cla aimants are better off in work, their wages are topped up by Um\zersaé Credit-
sach month while this is needed.

As the claimant earns more, Universai Credit payments will graduafly reduce. This is known as
the earni ings taper. If the claimant’s iob ends or their earni ings reduce, their Universal Credit
payments will increase.

Claimants can earn a cettain amount, which is based on their individual circumstances, before
their Universal Credit payment is reduced. The more they earn, the higher their total income will
be, which helps ensure they will be better off in work than on benefits.

Once a claimant is earning enough money through work they will no longer receive Universal
Credit. The sarvice will automatically notify claimants if this is the case and the claim will be
closed.

What is a sanction?

ach of their responsibiiities agreed in their commitment they will have a
it, known as a sanction. The period of reduction will increase the more
times that they fail to mest uirements. In Universal Credit there are four sanction
levels:

@
2
=
-3
47
..Q

higher

medium

iow

lowest
The daily sanction amount for claimants has been determined in accordance with 2 formula
based on the standard aliowance for 2ach category of c:% imant.

More information can be in the Sanctions guidance,

Mandatory Reconsideration?

Mandatory Reconsideration is the process by which an application for revision of a Universal
Credit decision is considered by a Decision Maker (DM).

tis not possible o appeal to Her Majesty’s Court and Tribunal Service {HMCTS} without first
going through the Exfdnciamry Reconsideration process.

A request to revise a decision should not be confused with the occasion when a claimant is
looking for ciarification of a decision by asking for more information.

The application for revigion must be made within one calendar month of the date on the decisio
notice. This can be extended in certain circumstances.
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if the claimant does not ask for & reconsideration within the time limit and the reason(s) for
lateness is not accepted, the claimant has no right of appesl in relation fo the original decision. It
‘would be an exceptionsal case that is not admitted late.

More information can be found in the Mandatory Reconsideration guidance.

Moving onto Universal Credit

When claimants on existing benefits move on to UCFS this is known as migration. There are two
types of migration: natural migration and managed migration.

Natural migration

This occurs when a claimant in receipt of an existing benefit has a significant change of
circumstance that ends their existing claim and they move over to Universal Credit. This means
their entitlement is re-caiculated based on the ruies for Universal Credit.

This happens in the following circumstances where claimants living in a Full Service area:

*'

‘Move from out of work to in work - Current JSA Move from in work to out of work
(IB)/ IS claimants, or their partners, who increase Claimants whose hours reduce to
their working hours or start work and no longer iess than 16 hours per week.
meet the conditions for JSA/IS are no longer able
to make a new claim to Tax Credits.

Move from sick to out of work Move from sick to in work (or
: : . ermitted work becomes
Current ESA (IR) claimants are no longer able to P ’ m
permanent)

make a new claim to JSA (IB) or IS.
Current ESA(IR) claimants are no
longer able to make a new claim to
tax credits. Those with an existing
tax credit claim can continue to
claim tax credit.

Become responsible for a child for the 1sttime  Move from in work to sick
e o (reduction in hours due to
Claimants can no longer make a new claim to tax .
credits if they wish to claim for additional financial Bickuess}
-support because they have a chiid tiving with Current WTC. ciaimanis are no
them. ' longer able to make a new claim to
ESA (IR). '
Existing Heousing Benefit claimants move from Move from out of work to sick

local authority into a UCFS area local authority
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Claimants can no longer make a new claim to HE Current JSA (IB)/IS claimanis are

in the new local authority area. - no longer able to make a new claim
to ESA (IR).

IS lone parent — child under § reaches age " A claim to UCFS is made and the
S/permanently leaves household claimant has an existing !egacy

. s : ci
Current IS claimants are no longer able to make a claim
new claim to JSA (IB)/ESA (IR) when their IS If there is a current JSA(IB)/ ESA
award ends. (iR)/ IS/ HB or tax credits claim,

UCFS will contact Benefit
Centres/local authorities and/or
HMRC to stop the existing claim.

Managed migration

This occurs when there has not been a change in circumstances but where DWP initiates the
fransier of an entire hausehold from legacy benefits to UCFS. '

What is Council Tax Reduction (CTR)?
Council Tax Reduction — aiso Pﬂowr‘i as Council Tax Support is a reduction to counall tax

ciaimants may be entitled to if they are on .z iow income or ciaim benefits.

Each local authority runs their own CTR schemes so 1 there may be difference in eligibility and
the amount of support give.

Depending on where the claimant lives, CTR may be:

a discount worked cut as a percentage of your council tax bill

a discount of an amount set out in the schems

a discount equal to the whole amount of the councit tax bil | - so that the amount payable is nil
It is necessary for Universal Credit and local authorities to share information to support the
delivery of CTR schemes,

Claimants can apply for CTR via GOV.UK. This will direct the claimant to the relevant page on
their iocal auihority’s website, whéch will advise them of the steps they need 1o take.

For claimants not able to apply for themseives someone else is able fo app%y on their behalf, for
example an appomted attorney or appointes.

Post

On occasions when claimants send post to Universal Credit Full Service, there are two
addresses they need to be aware of.

Signed delivery and Recorded delivery must be addressed to:
UCFS Post, Cénterbury BC, Nutwood House, Chaucer Road, Canterbury, Kent, CTT 1£Z
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All other post must be addressed to:
Freepost DWP UNIVERSAL CREDIT FULL SERVICE -

If mail is not addressed correctly there is a risk the post will be sent to the wrong place which
- could resuit in delays to claims being processed and paid.

What is Full Service Guidance?

Universal Credit Full Service Guidance is developed according fo user need angd design priority.
Guidance is designed fo support staff by providing an overview of Full Service topics. ifis not

instructional or process ied.

Guidance development is subject {o ongoing test and leam’ principles as more fopics are
added. '
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