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    Universal Credit - overview 

•  Will replace six main working age benefits with one simple payment 

•  UC is paid monthly – in a single payment to a household rather than an                           

individual. This includes housing costs and is paid monthly in arrears. 

•  Is for people in work and out of work 

•  Uses PAYE in real time information (RTI) – a revolutionary change in the 

way earnings are handled by HMRC, which reduces the burden of reporting for 

employers. The new system provides DWP with the information to adjust the 

amount of Universal Credit payment any employed claimant receives.   
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What’s different about Universal Credit? 
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Universal Credit – one year on 
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Universal Credit  - 18 months on 

    The first 18 months of Universal Credit has seen major progress in delivering 
the main components of the new benefit across the country including: 

 

• Universal Credit is available in around 100 sites across Britain 

 

• thousands of claimants benefiting from an easier single benefit 
payment sticking with them as they move into work – rather than the 
current mixture of 6 in and out of work benefits  

 

• the Claimant Commitment is now in place in all British jobcentres  

 

• the roll-out of digital jobcentres will be complete by Autumn – placing 
wi-fi and computers in all jobcentres  
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Live service – experience so far 

 

• The vast majority of claims (over 90%) from Universal Credit claimants 

have been made online.  

 

• Over three-quarters (78%) of Universal Credit claimants also feel confident 

about their ability to budget with monthly payments 

 

• Almost two-thirds of Universal Credit claimants think that the new system 

provides a better financial incentive to work 

 

• Universal Credit claimants are doing more to get into work than jobseekers 

claiming under the current system – 27.1 hrs / week versus 13.6 hours /week 

 

• RTI is working for claimants and employers - majority of employers are 

submitting PAYE data in real time ; RTI data is used in approximately 30% of 

UC payment calculations 
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Progression and future roll out 

  

• North West expansion was completed by mid December 2014. 

• All live service sites now take UC claims from couples 

• UC for families is being tested in 6 Jobcentres in the North West from 24th 

November 2014 (linked to Warrington and The Wirral Local Authorities) 

• Subject to families being tested successfully, all live service sites will accept 

claims from families from early 2015 

• National roll out for single claimants to commence in February 2015 and will be 

rolled out in 4 Tranches through 2015 and early 2016 
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Universal Credit claimant journey 

I get information or 

advice about how to 

claim Universal 

Credit. 

I receive a 

telephone call 

inviting me to attend 

an interview in the 

jobcentre. 

I attend my interview at 

the jobcentre, taking 

along any paperwork 

that has been asked for. 

I sign my Claimant 

Commitment, which 

records the activities I’ve 

agreed to do in return for 

receiving Universal 

Credit. 

I receive my 

Universal Credit 

decision letter. It 

tells me when I will 

receive my 

payments, and 

confirms what I 

need to do in return 

for getting Universal 

Credit. 

I telephone the 

helpline if there is a 

change in my 

circumstances, 

including if I start 

work. My Claimant 

Commitment is 

reviewed and may 

be changed to take 

into account my new 

situation. 

I make my claim 

online at GOV.UK. If 

I need help, I can 

telephone the 

Universal Credit 

helpline for 

assistance. 

I receive a text 

message to remind 

me about my 

interview at the 

jobcentre. 

I begin looking for 

work. I can get 

advice on 

jobseeking, 

budgeting and going 

online from my work 

coach. 

I regularly visit the 

jobcentre where my 

work coach and I 

discuss the actions 

we’ve agreed in my 

Work Plan. 

If a change in my 

circumstances 

means my Universal 

Credit payments 

change, I receive a 

letter confirming the 

new details. 
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Universal Support delivered locally 

– Provides a structure for the delivery of local support services to individuals 

needing additional help with the new demands of Universal Credit. 

 

– Trials and tests of Universal Support are underway 

 

– access to Digital support 

 

– triage (where we are looking to co-locate services in at least one location in 

each DWP District during 2014/15) 

 

– Development of personal budgeting support initiatives (helping claimants 

to obtain bank accounts, debt advice and Alternative Payment Arrangements) 

 

– Partnership development 
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Personal Budgeting Support 

 

• Universal Credit supports claimants to get used to monthly payments and 

managing finances successfully, making it easier to move into work. 

 

• A range of support services are available to claimants not used to managing 

money in this way: 

 

• Personal planner is available on gov.uk to help claimants understand and 

prepare for financial changes. 

 

• Online budgeting tools for claimants who can help themselves - such as 

those offered by Money Advice Service and Citizens Advice. 

 

• Jobcentre Plus Work Coach will direct claimants to help and advice in their 

areas. This could include help from local organisations to open a bank 

account or to put together a monthly budget. Some people may also be 

offered support over the phone or face to face to help them. 
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Personal Budgeting Support  

 

• Alternative Payment Arrangements 

 

• For a minority of claimants, alternative payment arrangements may be required; 

these might include  

– paying the rent directly to the landlord 

– making more frequent than monthly payments  

– splitting the payment within the household 

 

• We will also have the option to make rent payments direct to the landlord if a 

claimant reaches a certain level of rent arrears.   
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Alternative Payment Arrangements – Consideration Factors  
Tier One factors – Highly likely / probable need for alternative payment arrangements   

Drug / alcohol and / or other addiction problems e.g. gambling  

Learning difficulties including problems with literacy and/or numeracy 

Severe / multiple debt problems  

In Temporary and / or Supported accommodation 

Homeless  

Domestic violence / abuse 

Mental Health Condition 

Currently in rent arrears / threat of eviction / repossession 

Claimant is young either a 16/17 year old and / or a Care leaver 

Families with multiple and complex needs 

Tier Two factors -  Less likely / possible need for alternative payment arrangements   

No bank account  

Third party deductions in place (e.g. for fines, utility arrears etc) 

Claimant is a Refugees / asylum seeker 

History of rent arrears 

Previously homeless and / or in supported accommodation 

Other disability (e.g. physical disability, sensory impairment etc) 

Claimant has just left prison 

Claimant has just left hospital 

Recently bereaved 

Language skills (e.g. English not spoken as the ‘first language’). 

Ex Service personnel 

NEETs - Not in Education, Employment or Training  
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Testing and learning – projects and pilots 

• Local authority led pilots  

 Explored approaches on how local 

expertise can support residents to claim 

Universal Credit: 

a) partnership working which is key area 

of work  

     b) encourage people to access online 

support independently;  

c) improve their financial independence 

and how they manage their money;  

d) deliver efficiencies and reduce  

 homelessness. 

 
 

 

 

• Direct Payment Demonstration 

Projects  
Helped identify what interventions best 

help tenants and landlords – e.g. 

different levels of arrears at which direct 

payment reverts back to landlords, ways 

of providing support to tenants and using 

a range of payment methods.  
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Test & learn demonstrated with UC housing costs 

• Calculation of housing costs, issues around: 

– Rent free weeks 

– Out of date tenancy agreements 

– Water rates 

– Service charges 

• We responded by: 

– Setting up specialised housing team 

– Recruiting LA secondees 

 

• Alternative Payment Arrangement 

– Not working for Landlords from day 1 

• We responded by 

– Trials with Golden Gate Housing Trust 

– Landlord involvement from outset of claim 

– Legislation to data share with RSLs and LA who are landlords from 

January 2015 

– Increase in arrears deductions from November 2014 
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Test & learn demonstrated with UC housing costs 

 

• Personal Budgeting Support  

– Low take up 

• We responded by 

– Revised processes from 24th November 

– Included in Claimant Commitment 

 

• Outstanding LA issues 

– Closing HB claims and managing subsequent overpayments 

– Notifications to support LCTRS 
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LA Delivery Partnership Agreement 
 

• Services LA will deliver 

– Supported on-line access 

– Personal Budgeting Support 

– Support for UC Service Centre 

– LA to determine how best to deliver these services 

 

 

• UC impact on LA 

– LCT sits outside of UC 

– UC provide LCTRS notifications manually 

– Similar notifications automated for legacy 

– UC automation October 2015 
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LA Delivery Partnership Agreement 
 

• Estimated volume of these services 

– Based on live service findings to date 

– Testing of new processes 

 

• Costs for services – broken down by 

– Supported on-line access 

– PBS 

– Support for UC Service Centre 

– Landlord and other communications 

– Management 

– Local Council Tax Reduction Scheme where LAs have to 

undertake manual activity due to lack of automation (until 

automated in October 2015) 

– Some one off set-up costs 
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PBS Outcome Measures 

 
 

 

 
 

 The claimant has the confidence and motivation to manage their 

finances; outcome measured by: 

 

• the claimant is able to complete and maintain a budgeting action 

plan relevant to their circumstances 

 

 The claimant understands the UC financial changes and what they 

mean to them in terms of managing their money; outcome measured 

by: 

 

• the claimant is able to answer a few questions to check 

understanding and learning e.g. what are the three key changes 

(single monthly payment which includes rent where appropriate), 

what do they mean for your family finances; what would you do 

differently 

 

• the claimant knows about the types of bank accounts available, 

what they do, and where they are available locally, and the benefits 

of each of those bank accounts to help them manage their money 
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LA Delivery Partnership Agreement 

 
 

 

 
 

• Services/funding is estimated primarily as a percentage of forecast 

claims 

• On-line supported access 

– 5% of claims 

• Personal Budgeting Support 

– 5% 

• Support for Universal Credit Service Centre 

– 20% of claims based on those with housing costs 

• Local Council Tax Reduction Scheme 

– 20% of claims based on those with housing costs 

– Automation scheduled for UC Release 10 in October 2015 

– No manual processing required from October 2015 

• Management costs 

– 0.5 post 

– Management costs will reduce to 0.25 as services become 

business as usual 
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