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In September 2018, Brighton 
& Hove Frontline Network 
hosted an event in collabo-
ration with our local DWP 
team to work together with 
frontline workers to identify 
both current challenges 
and potential solutions 
regarding Universal Credit. 

This summary highlights 
some helpful pointers from 
the DWP arising from the 
key issues raised by frontline 
workers. To request a more 
detailed report of the event 
please email:
frontline@justlife.org.uk

INTRODUCTION USE OF THE JOURNAL

This is the key way to communicate information with the DWP. Please include here:
•	 Support Worker details, inc. contact details.
•	 Information regarding a person’s complex needs, which can then assist the DWP 

staff in decisions around their claim.
•	 Some Support Workers share that they use this instead of the phone – as it is 

available 24/7 and records all contacts.

DWP are promoting the following format;

•	 “I am currently being supported by <X organisation> 
•	 My support worker is <Y worker> and their contact de-

tails are <phone/email>. 
•	 I may also have difficulty maintaining my claim due to 

<brief details of complex needs and any times/durations 
of treatment/appointments etc>”



UC claims need to be made and managed online, which can prove problematic for those with limited access to I.T, and potentially 
those with complex needs.

I.T. ACCESS
The Council website provides a list of places offering support around UC in the city. This includes:
•	 ‘Universal Support’ is provided by the CAB (which includes Budgeting Support and Assisted Digital Support). This can be     

accessed via the Brighton and Hove Jobcentres and the CAB at Hove Town Hall. Claimants can also be referred by contacting the 
CAB on 0300 330 9033. For more information on the support available visit: Moneyworks: www.advicebrighton-hove.org.uk

•	 Library Connect – where a 1-2-1 session with a trained volunteer at a number of libraries across the city can be booked.
In addition, Jobcentre staff can help claimants to re-establish email accounts using their self-help computers.

New Claims:
•	 The online claim progress should be retained if there is a break during completion, so long as a username and password has 

been set.
•	 There is a known issue (Oct 18) where the claim cannot be submitted until full bank account details are known – this has 

been raised by Brighton and Hove Jobcentres.

Data:
•	 All details about the claimant on their Journal are owned by the claimant themselves and, therefore, have the discretion to 

share them as and how they would like. If storing any information with consent from the claimant, then it is of paramount 
importance that all data protection is adhered to.

ID:
•	 If it’s not possible to verify someone with their ID itself (eg. if they don’t have access to any) ID can be verified through com-

pleting biographical questions, and failing that, the DWP will write to the claimant’s GP for verification.

Bank Accounts:
•	 Support to access bank accounts is available through the CAB service available at both Jobcentres mentioned above.
•	 Justlife have experience of setting up Nationwide Basic Accounts, even for those without ID. [see Appendix I]

INFORMATION TECHNOLOGY

ID AND BANK ACCOUNTS

PAYMENT AND SANCTIONS

Advance Payments:
•	 Claimants who are likely to struggle to pay back the advance can discuss with their Work Coach what is a reasonable 

amount to apply to receive as an advance and how they plan to pay it back.
•	 Claimants can request to receive the advance all at once or as split payments.
•	 Claimants can speak to their Work Coach about ‘Personal Budgeting Support’ available at the Jobcentre with the 

CAB.
•	 Current national DWP policy means that Brighton and Hove Jobcentres are unable to increase the time people have 

to repay their advances.
•	 It is strongly advocated by DWP that claimants taking up advances, and that may have difficulties with repayment, 

take up Personal Budgeting Support

Alternative Payment Arrangements (APAs):
•	 Can be requested via the Journal.
•	 Split payments (for each member of a couple for example); more frequent payments; and managed payments to 

landlords can be requested via the Journal.

Sanctions:
•	 Complex needs, such as those relating to substance misuse and homelessness, will be taken into account in assess-

ing ‘good cause’ (reasons not to impose sanctions), so it is really important to make it clear in the Journal (or through 
meeting the Work Coach) the complex needs of the claimant. Also include details of support (support worker’s con-
tact details etc). It is important to ensure this information is included in the Journal at the earliest opportunity.



ACCESS

Appointments:
•	 Currently (Oct 18), you can only book the initial UC appointment via phone. 

There are plans for an upgrade, whereby appointments can be made online.
•	 All claimants need to attend an initial UC appointment at their Jobcentre. 

Exceptions include claimants with terminal illnesses and claimants with im-
mobility etc.

•	 Arrangements can be made to provide quiet areas to make new claims at 
Brighton & Hove Jobcentres.

•	 Appointments can, potentially, be waived or delayed in many circumstances 
(eg. if homeless or attending treatment), but the Jobcentre need to be made 
aware of any such circumstances in order to consider this.

Getting to the Jobcentre:
•	 Let the Work Coach know if the claimant is very anxious about attending the 

Jobcentre via the Journal. You can request the appointment take place in a 
private interview room. 

•	 Support Workers are always welcome to attend appointments.
•	 There currently isn’t the capacity for Work Coaches to meet claimants at 

venues outside of the Jobcentre.

Phone:
•	 If a claimant is likely to regularly lose their phone, or change their number, 

please ensure Support Worker contact details are recorded on the Journal.
•	 If a claimant calls from the same mobile number as the one on the UC claim, 

their call should be recognised by the DWP system and answered more 
quickly by the linked Service Centre.

HOUSING

•	 Housing Benefit for exempt accommodation (inc. emergency, temporary and 
supported accommodation) is managed by BHCC, so please liaise with them 
to resolve any issues faced by claimants.

•	 Regarding third party deductions for service charges for supported accom-
modation there is currently (Oct 18) a known issues with setting these up. 
It has been suggested that in the interim, direct debits could alleviate this 
issue in some instances.

•	 It is currently DWP policy that the housing element does not go directly to 
the landlord until the claimant is two months in arrears or there a reason 
such as history of debt, or gambling, a care or prison leaver and many other 
complex needs etc. DWP suggest that managed payment to landlords are 
set up as early as possible. 

•	 For hostels (eg. backpackers) that are not HB exempt, receipts need to be 
provided up to the last day of the Assessment Period. These receipts can be 
received by the Work Coach at intervals during the Assessment Period, or 
at the end, but it is vital that all receipts are received by the Work Coach for 
the last day of the Assessment Period.

•	 Currently service charges cannot be deducted from UC claims and direct 
debits are strongly advocated.

•	 There is a council Homeless Prevention Officer located at the Jobcentres.

Updates, News and 
Feedback

•	 The DWP locally are hoping to provide updates via a newsletter.
•	 The latest DWP numbers are available on gov.uk.
•	 Please refer to gov.uk where possible and enquire through 3rd Party Esca-

lation route where significant areas are affected by change.
•	 If you are unable to resolve any issues relating to UC, please refer to the 

3rd Party Escalation route. Note this is just for the use of Support Work-
ers and Organisations and not the general public. [see Appendix II]



APPENDIX I



C
la

im
an

t E
sc

al
at

io
n 

R
ou

te
w

ay
W

or
ki

ng
Ag

e
B

en
ef

its
(e

.g
. J

SA
, E

SA
, I

nc
om

e 
Su

pp
or

t)


C
al

l B
en

ef
it 

E
nq

ui
ry

 L
in

e 
on

 0
80

0 
16

9 
03

10

U
ni

ve
rs

al
 C

re
di

t L
iv

e 
Se

rv
ic

e
(N

on
-D

ig
ita

l U
C

)


C
al

l t
he

 U
ni

ve
rs

al
 C

re
di

t L
iv

e 
S

er
vi

ce
 -

S
er

vi
ce

 C
en

tre
 o

n 
08

00
 3

28
 9

34
4

U
ni

ve
rs

al
 C

re
di

tF
ul

l S
er

vi
ce

(D
ig

ita
l U

C
)


D

ig
ita

lly
 –

vi
a 

Jo
ur

na
l F

ac
ilit

y 
in

 U
C

D
ig

ita
l S

ys
te

m


C
al

lt
he

 U
C

FS
 S

er
vi

ce
 C

en
tre

 o
n 

08
00

 3
28

 5
64

4

Jo
bc

en
tr

e 
Pl

us
 –

Es
ca

la
tio

n 
R

ou
te

w
ay

Pa
rt

ne
r O

rg
an

is
at

io
n

Es
ca

la
tio

n 
R

ou
te

w
ay

•
Pl

ea
se

no
te

 –
th

is
 e

sc
al

at
io

n 
R

ou
te

w
ay

 is
 u

se
d 

to
 s

up
po

rt 
Pa

rtn
er

 O
rg

an
is

at
io

ns
/P

ro
vi

de
rs

 –
pl

ea
se

 d
o 

no
t i

ss
ue

 th
is

 to
 c

la
im

an
ts

 a
s 

th
ey

 w
ill 

on
ly

 b
e 

di
re

ct
ed

 in
to

 th
e 

R
ou

te
w

ay
 a

bo
ve

.
•

Fo
r U

C
FS

 w
e 

ne
ed

 E
xp

lic
it 

C
on

se
nt

 fr
om

 th
e 

cl
ai

m
an

t t
o 

ta
lk

 to
 a

 p
ro

vi
de

r/p
ar

tn
er

 o
rg

an
is

at
io

n.
 T

he
 c

la
im

an
t c

an
 p

ro
vi

de
 th

is
 v

ia
 th

e 
Jo

ur
na

l i
n 

th
ei

r D
ig

ita
l A

cc
ou

nt
 o

r v
er

ba
lly

 to
 th

e 
Se

rv
ic

e 
C

en
tre

. T
he

y 
ne

ed
 to

 in
cl

ud
e 

th
e 

po
in

t o
f c

on
ta

ct
 &

 n
am

e 
of

 o
rg

an
is

at
io

n 
th

ey
 g

iv
e 

pe
rm

is
si

on
 fo

r u
s 

to
 s

pe
ak

 to
 a

nd
 d

et
ai

ls
 o

f t
he

 is
su

e.
 F

or
 m

or
e 

in
fo

rm
at

io
n 

on
 d

is
cl

os
ur

e 
fo

llo
w

 th
is

 li
nk

  U
ni

ve
rs

al
 C

re
di

t c
on

se
nt

 a
nd

 d
is

cl
os

ur
e 

of
 in

fo
rm

at
io

n

G
en

er
al

 Q
ue

rie
s 

&
 

Q
ue

st
io

ns
Fo

r g
en

er
ic

 q
ue

rie
s 

th
at

 m
ay

 a
ffe

ct
 m

ul
tip

le
cl

ai
m

an
ts

 
e.

g.
 D

oe
s 

so
m

eb
od

y 
ne

ed
 to

 c
la

im
 U

C
FS

 if
 th

ey
 m

ov
e 

in
to

 th
is

 
ar

ea
?


C

on
ta

ct
 L

oc
al

 P
ar

tn
er

sh
ip

 M
an

ag
er


M

is
ch

a
H

ar
ris

on


07
78

9 
94

38
55


M

is
ch

a.
H

ar
ris

on
@

dw
p.

gs
i.g

ov
.u

k
In

di
vi

du
al

 C
la

im
an

t 
qu

er
ie

s 
or

 
es

ca
la

tio
n

e.
g.

 W
e 

ar
e 

su
pp

or
tin

g
Jo

e 
B

lo
gg

s 
w

ho
 h

as
 n

ot
 re

ce
iv

ed
 h

is
 U

C
 

ho
us

in
g 

pa
ym

en
ts

 a
nd

 is
 u

nd
er

 th
re

at
 o

f e
vi

ct
io

n,
 c

an
 y

ou
 lo

ok
 in

to
 

th
is

 s
o 

ho
us

in
g 

co
st

s 
ca

n 
be

 p
ai

d 
as

ap
 ?


Br

ig
ht

on
 J

ob
ce

nt
re

: 
BR

IG
H

TO
N

.B
R

IG
H

TO
N

JC
PM

AN
AG

ER
S

@
D

W
P.

G
SI

.G
O

V.
U

K


H
ov

e 
Jo

bc
en

tre
: 

HO
VE

.W
OR

KC
OA

CH
ES

@
DW

P.
GS

I.G
OV

.U
K

C
om

pl
ai

nt
s

If 
a

cl
ai

m
an

t h
as

 a
 c

om
pl

ai
nt

 a
bo

ut
 D

W
P 

th
ey

 c
an

 c
om

pl
ai

n 
by

 
ph

on
e,

 in
 p

er
so

n,
 o

r i
n 

w
rit

in
g


H

ow
 to

 c
om

pl
ai

n

So
ur

ce
s 

of
 in

fo
rm

at
io

n 
on

 U
C

 fo
r c

us
to

m
er

s 
&

 p
ar

tn
er

 o
rg

an
is

at
io

ns
 (l

in
ks

 e
na

bl
ed

 w
he

n 
vi

ew
ed

 in
 s

lid
es

ho
w

 m
od

e)
:

•
U

ns
ur

e 
if 

yo
u 

ar
e 

in
 U

C
 L

iv
e 

or
 F

ul
l s

er
vi

ce
? 

U
se

 th
e 

C
iti

ze
ns

 A
dv

ic
e 

el
ig

ib
ilit

y 
ch

ec
ke

rt
o 

fin
d 

ou
t

•
w

w
w.

un
de

rs
ta

nd
in

gu
ni

ve
rs

al
cr

ed
it.

go
v.

uk
&

Un
ive

rsa
l C

re
di

t p
ar

tn
er

 to
ol

kit
-

us
ef

ul
 g

ui
de

s 
to

 U
C

 fo
r c

la
im

an
ts

 a
nd

 p
ar

tn
er

s
•

w
w

w.
yo

ut
ub

e.
co

m
/c

ha
nn

el
/U

C
7K

m
4I

Xf
V

JB
1n

8S
Q

U
m

kJ
D

0Q
-u

se
fu

l r
an

ge
 o

f v
id

eo
s 

on
 U

C
 fu

ll 
se

rv
ic

e

APPENDIX II



Special thanks to all those who 
took part in the session and for all 
the brilliant work they do.

Produced by: Justlife, Queen’s Square, 2 Dyke Road, Brighton, BN1 3FE
justlife.org.uk    //    brighton@justlife.org.uk


