DWP UPDATE – October 2017

UNIVERSAL CREDIT (UC) 
· Universal Credit – statistics for Universal Credit: 29 Apr 2013 to 14 Sep 2017 are now online here.  Main story - The number of people on Universal Credit as of 14 September 2017 was 610,000 and of these people 230,000 (37 per cent) were in employment

· Some more Universal Credit Statistics have also been published on gov.uk, see below…..   
         Universal Credit Payment Advance data May 2016 to June 2017
           Universal Credit Timeliness Data from Jan 17 until June 17
· As part of our Universal Credit continuous improvements we have made some enhancements to how landlords using our Managed Payment to Landlords and Third Party Deduction for rent arrears APA (UC47) forms on gov.uk can be accessed. These enhancements went live on 25th October.

When the landlord clicks on the web page link UC47 form, they will now be presented with the online version of the form which will generate a few questions. They will be asked to provide their tenant’s post code and confirm what type of email address they are using. They will then be presented with the appropriate form for download and completion.

This will help speed up our current processing times by identifying if the tenant is living in a Universal Credit Full Service or Live Service area and ensure the landlord is completing the correct version of the form based on their email address. Once completed, the landlords will send the form by email, to either the UC Live Service or UC Full Service APA inboxes for processing. Landlords will still be able to access the UC47 Managed Payment to landlord form link from our Universal Credit and Landlords web page.  (Go to the web page and the link to the UC47 is at the bottom of the page). 
· The Universal Credit and Rented Housing: Guide for Landlords has been updated following discussions with landlords.  The updated guide includes information about:
· Universal Credit full service
· Universal Credit live service
· matters that landlords said are important to them.
· An interesting and useful Universal Credit Housing Guide for claimants has been developed that landlords can share with their tenants.  We are including it in the update as we think it is a useful guide for any claimant who has housing costs, including a mortgage.  However, because the guide is interactive, you will need to send it to clients electronically.
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· Secretary of State, David Gauke, announced on 18 October 2017 that all DWP 0345 numbers will be changed to freephone numbers by the end of the year. The work to introduce the new numbers will begin with Universal Credit lines, which will change in November. We’ll keep you informed when we hear more on this.
· A new page has been added on gov.uk giving guidance to claimants on how to claim for a Universal Credit Advance
· A new guide has been developed to help bank staff understand Universal Credit and its impact on their existing and potential customers – see below
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ESA

· An “Easy Read” version of the ESA “notes about your claim” document has now been added to Gov.UK – see here
JSA

· JSA Hardship: 
From 23 October 2017, the vulnerable claimant groups for JSA Hardship purposes will be extended to include; 

•
claimants or their partner who are homeless  

•
certain people who have a long term mental impairment.  

This will allow these disadvantaged groups immediate access to JSA Hardship payments if they are eligible (they currently have to wait 14 days).
PUBLICATIONS/ NEWS STORIES
· Policy in Practice:  Benefit Calculator

A new benefit calculator has been added as a link on gov.uk.  It's called Policy in Practice and joins the existing ones from Turn2Us and EntitledTo.  This one does things in a slightly more visual way and once completed, there is an earnings slider, so you can instantly see how Universal Credit will be affected if earnings change.

You can access all three benefit calculators here.
· Simple Payment Service

Simple Payment service (SPs) is a method of payment for Department for Work and Pensions (DWP) customers who are unable to use a bank, building society or credit union account.  DWP’s contract with Citi bank to use SPs is due to end in early 2018. We are therefore contacting customers who use SPs accounts to encourage them to open an alternative payment account wherever possible.  The responses are being managed by a specialist team in Newcastle. 

For customers unable to open or manage any type of alternative account, including a Post Office card account, DWP will make arrangements via a new service to ensure these customers still receive their benefit payment. This new service will be in place before the current contract ends.

Any customers who are worried or concerned about this change can call DWP on 0345 600 2980 to speak to someone about how they will be paid. Lines are open Monday to Friday 9am to 5pm. The text phone number for customers with speech or hearing difficulties is 0800 032 5864.
SPs Letter campaign

To keep customers informed and to help them move to a new method of payment, a series of letters are being issued, activity commenced in June 2017. All the SPs letters have a unique reference number beginning; SPS…, which customers must quote along with their National Insurance number when they contact the Department. 

The specific letter depends on the amount held and how regularly their account is used and advises the customer of what action they need to take. 
· Child Maintenance – change to law
New powers to stop parents avoiding paying child maintenance that they owe have been announced.  The press release can be found here.
· Funding for Supported Housing

A policy statement and two consultation documents setting out the government’s proposals for a flexible funding approach for the supported housing sector has been published today, 31 October 2017.  You can find all the relevant documents here.  The closure date for both consultations is 23 January 2018.
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[bookmark: _top]Universal Credit Housing Guide

If you and/or your partner are responsible for paying rent (including any eligible service charges) for the home you live in, or if you have a mortgage, Universal Credit may provide help towards the cost. We call this Universal Credit Housing Costs.

Simply click an image to view the information you require to help you with your claim.
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[bookmark: _Already_receiving_Housing_1][bookmark: HousingBenefit][image: ]Already receiving Housing Benefit

Your Housing Benefit payment is made by your local authority to help towards paying rent for your home and other related housing costs such as service charges.

When you make a new claim for Universal Credit your housing costs will be paid as part of your Universal Credit payment. If you are receiving Housing Benefit we will contact your local authority to stop your Housing Benefit payments.

This ensures that the Department for Work and Pensions and your local authority do not both pay your rent at the same time.

If you are making a new claim to Universal Credit your first payment will be received 7 days after the end of your first assessment period. You may need to discuss this with your landlord so that they understand your situation and that you have made a new claim to Universal Credit and that a claim for housing costs has been included as part of your claim.

<< Back to the top of the page
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Being responsible for paying rent means you have an agreement to make rent payments and have a contract or written rent agreement with a landlord, organisation or agency.

If you are applying for housing costs for rented property under Universal Credit in a Live Service area you will need to bring evidence with you. For example;

•  A current tenancy agreement
•  A current rent statement
•  A current rent book
•  A signed letter from your landlord

If you are applying for housing costs for social rented property under Universal Credit in a Full Service area – Social rented property is usually property rented from your local authority or a local housing association. The Universal Credit service centre will email a Housing Costs Verification form (HCV) to your landlord. Once this has been returned, the information will be checked against your claimant declaration, and uploaded to your claim through your online account.

If you are applying for housing costs for private rented property under Universal Credit in a Full Service area –  Private rented property is property you rent from a private landlord and not your local authority of local housing association. You will need to bring evidence with you. For example;

•  A current tenancy agreement
•  A current rent statement
•  A current rent book
•  A signed letter from your landlord

<< Back to the top of the page













[bookmark: _If_you_are][image: ]If you are a homeowner or buying a home

If you are responsible for paying your mortgage (or loans secured on your property), you will have an agreement with a lender and/or a loan company (or companies). We may be able to provide support towards housing costs under Universal Credit but you will need to bring evidence with you, for example:



[bookmark: _GoBack]•  A mortgage agreement
•  A current mortgage statement
•  Any loan agreement(s) secured on property
•  Bank statements showing payment of mortgage/loan(s)

If you make a claim to Universal Credit it is your responsibility to provide this evidence to us. You will need to take your evidence to your local jobcentre. We will check and validate your evidence before paying Universal Credit Housing Costs. If housing costs remain unverified at the end of your assessment period, then housing costs will not be paid.

Payment to my lender – The amount you receive will depend on the amount of your outstanding mortgage, or any loans secured on your home. A standard interest rate is used to calculate the amount of owner occupiers’ housing costs. The amount is usually paid directly to the lender.

Help is limited to claimants who have not had a break in their benefits claim for 39 weeks. If you are moving to Universal Credit from another benefit, time spent on that other benefit will count toward this 39 weeks – as long as you (and your partner) are not in paid work. In Universal Credit, all loans secured on a claimant’s property will be eligible for help, subject to the capital limit of £200,000 for working age claimants.

It is important to understand that you will not be eligible for owner-occupier housing costs if you are in paid work. If you begin work whilst you are getting owner-occupier housing costs, this help will stop. You will be notified of your Universal Credit Housing Costs amount and payments by letter for live service claimants, or online for full service claimants.

If you are part of a shared ownership scheme – Shared ownership schemes are usually provided through housing associations. A share of your home’s value between 25% and 75% is purchased by you. This is usually via a mortgage and rent is paid on the remaining share.

In shared ownership cases, Universal Credit payments include an amount for mortgage interest and an amount for rent. Your mortgage and rent costs will be assessed, calculated and paid. Rent and mortgage calculations are grouped together and paid to you as one single payment. It is then your responsibility to pay your lender.

<< Back to the top of the page
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Temporary Housing
If you live in temporary accommodation, you will need to contact your local authority for assistance with rent costs.

If you are already in receipt of Universal Credit and report a change of circumstances resulting in you becoming homeless and placed in temporary accommodation, you will continue to receive Universal Credit, including a rental element for your accommodation.

The rental element will be based on your Local Housing Association allowance rate for the household size or the actual rent (whichever is the lowest) and the rent will be paid directly to you. It is your responsibility to budget correctly and make sure you pay your full rent.

Supported and sheltered housing
Supported and sheltered housing is also known as ‘specified accommodation’.
If you live in supported or sheltered housing you are unable to claim housing costs through Universal Credit, but you can claim Housing Benefit from your local authority. Your rent will still be met by Housing Benefit from your local council, even if the rest of your money comes from Universal Credit.

Please contact your local authority for more information on claiming Housing Benefit if you live in supported or sheltered housing.

<< Back to the top of the page
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You may be able to get help from your local authority with your Council Tax if you are on a low income or claim benefits, including Universal Credit. The help you will get depends on:



•  Where you live
•  Your circumstances
•  Your household income – including savings and pensions
•  If any children live with you
•  If other adults live with you
•  Your local council’s own Council Tax reduction scheme

You can start the process to apply for Local Council Tax Reduction here on GOV.UK. It will take you directly to the relevant page on your local council’s website, which will tell you what you need to do next.

If you are claiming Universal Credit for the first time we would advise you to apply for Local Council Tax Reduction straight away, as many local authorities will not back date it for you. You do not need to wait until your claim for Universal Credit has been assessed and/or paid.

<< Back to the top of the page





[bookmark: _Single_and_under][image: ]Single and under 35 old years old and in private rented accommodation 

If you are paying rent to a private landlord and you are under the age of 35, not disabled, single and have no children you will be paid what is known as the shared accommodation rate.

If this applies to you, the maximum Universal Credit Housing Cost that you can get is the same rate as if you were renting a single room in a shared house. This applies even if you rent a self-contained flat.

There are some exceptions to this depending on your personal circumstances, for example, if other people live with you, if you are a care-leaver aged under 22, or if you have been living in a hostel in some circumstances. You can contact your work coach for further information.

<< Back to the top of the page





[bookmark: _18-21_year_olds][image: ]18-21 year olds in Universal Credit full service areas

Some 18 to 21 year olds claiming Universal Credit in full service areas are not entitled to help with housing costs. This is to encourage those who can live at home to stay at home.  But it is recognised that for many different reasons some young people are not able to return home, so there are a lot of exemptions to this rule to make sure that those who really need support can get it.  If you are aged 18 to 21 and can’t live with your parents, you should make a claim as one of the exemptions may apply to you.

The rule only applies to new claims in Universal Credit full service areas, so if you are already receiving Housing Benefit or Universal Credit Housing Costs this will continue until such time as your circumstances change.

Which 18-21 year olds can get help with housing costs?
In Universal Credit full service areas some 18 to 21 year olds can get help with their housing costs.  For example if you:    (not an exhaustive list)

· are unable to live with your parents

· are looking after a child / children

· are sick or disabled

· left care before age 18

· have been in prison

· are getting treatment for a drug or alcohol problem

· are claiming as a couple

· are in work (subject to minimum earnings)

· have recently left work (subject to minimum earnings, and for a limited period)

There are many other specific circumstances where this rule will not apply to you, so make sure you apply for help with your housing costs and explain your situation fully to the jobcentre.

<< Back to the top of the page



[bookmark: _The_benefit_cap][image: ]The benefit cap

There’s a limit on the total amount of benefit that most people aged 16 to 64 can get. This is called the benefit cap.

The benefit cap is currently £20,000 a year, except for in *Greater London where it is £23,000 a year. The single person rate is £13,400 a year, except in *Greater London where it is £15,410 a year.

If you are already claiming benefits and are likely to be affected by the benefit cap rules, you will already have been notified and offered help and support from a work coach to prepare for the changes. There are certain exemptions from having your benefits capped.

If you live in supported or sheltered accommodation, any amount of housing costs included in your Universal Credit will be disregarded when calculating whether your total benefits have reached the benefit cap level.

By Greater London we mean the City of London and the 32 London boroughs. You can find out more here on GOV.UK.

<< Back to the top of the page
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If you are 2 months or more behind on your rent, your landlord can apply for a third party deduction directly from your Universal Credit payment. This will only apply if you are at least 2 months in arrears with your rent. You may want to talk to your landlord and come to an arrangement (to avoid these deductions).

This is one of the Universal Credit payment options that can help you manage your money. Please see the section on Alternative Payment Arrangements.

<< Back to the top of the page
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Alternative Payment Arrangements are available for claimants who can’t manage the standard Universal Credit payment. Alternative Payment Arrangements can be considered at any point during your Universal Credit claim. If you are currently applying for Universal Credit, or about to apply, you can ask for an Alternative Payment Arrangement at the interview you’ll attend as part of your application.

Not all requests for Alternative Payment Arrangements will be granted. Each request will be considered against the eligibility criteria. If you are eligible for an Alternative Payment Arrangement, you can get:

•  Money paid directly to your landlord for rent – this means your Universal Credit Housing Costs will automatically get paid each month to your landlord from your Universal Credit payment

•  Weekly or fortnightly payments instead of monthly – this can help prevent you from running out of money if you’re struggling to make your payment last a whole month

•  Payments split into 2 bank accounts instead of one (couples only) – this can help you manage your money yourself if you have responsibilities that are different to your partner’s, or if you’ve been a victim of abuse and want to manage your money yourself

If you are already receiving Universal Credit you can contact to your work coach for further information.

<< Back to the top of the page



[bookmark: _If_you_are_1][image: ]If you are having difficulty paying your rent you may be able to get a discretionary housing payment from your local authority.

Discretionary housing payments are a temporary solution to financial difficulty. They may be made when people have been affected by welfare changes like:



•  The benefit cap
•  Removal of the spare room subsidy
•  Changes to local housing allowance

To receive discretionary housing payments you must be entitled to Universal Credit, including the housing costs element towards your rent, and you must need additional financial help. Check with your local authority to see if you can claim a discretionary housing payment. Details of how to claim a discretionary housing payment can be found here on GOV.UK.

<< Back to the top of the page
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Social Rented Housing
If you pay rent to a local authority, council or housing association you will have your full rent included in the housing costs calculation, unless the following apply:



· The accommodation is under-occupied, if so, a deduction of Universal Credit Housing Costs is applied. This is referred to as the Removal of the Spare Room Subsidy (some exceptions apply)

· A reduction is applied to Universal Credit Housing Costs where a non-dependent is aged over 21 (some exceptions apply)

If you are under-occupying your home, your housing costs are reduced by 14% for 1 spare bedroom or 25% for 2 or more spare bedrooms.

Private Rented Housing
As a private tenant you are not subject to the Spare Room Subsidy, but you will still be subject to similar rules for private tenants under the Local Housing Allowance Scheme.

This means that the amount of Universal Credit housing costs you receive will be limited if you rent a home with more bedrooms than the rules say you need.

The actual size of your home doesn’t matter. It is the number of bedrooms you have and the number of people living there that count.

The amount of Local Housing Allowance varies across the UK. This is because rent can be either higher or lower than average depending on where you live.

Universal Credit will look at your circumstances and, where necessary, apply any relevant deduction to your housing costs before they are paid to you.

<< Back to the top of the page
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Sometimes, when a rental property is contained in a housing development or apartment block, either the tenant or the landlord may be expected to pay an annual service charge.

This charge will usually cover maintenance and repair work in communal areas.
Your service charge statement from your landlord will show you any service charges you are paying. If you pay any service charges as part of your rent, Universal Credit may provide help towards the cost. You will need to provide us with evidence of any service charges you are responsible for.

<< Back to the top of the page
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In addition to paying your rent you must ensure you pay your other household expenses, such as water, gas and electricity. If you’re struggling to afford your water, gas and electricity bills, and are in arrears, contact your supplier to discuss ways to pay what you owe them.

If you do not pay what you owe, your gas or electricity supplier could cut you off. Your supplier has to help you come to a solution. You should try to negotiate a way to pay back what you owe that works for both of you. This may include a repayment plan that you will manage yourself.

If you are really struggling to budget and manage your money, as a last resort and to protect you from being cut off or being taken to court, we can arrange for some of your Universal Credit to be deducted and a fixed amount paid to your supplier directly if certain eligibility criteria are met.

Once your arrears are paid off all payments to your supplier will cease and you will become responsible for paying your own bills. For further information please contact your work coach.

<< Back to the top of the page
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Universal Credit can be paid on two homes at the same time, for any of the following reasons:

•  A family is so large that the housing authority has housed them in two properties


•  A family member leaves their home through fear of violence or abuse but intends to return


•  A family member (receiving a benefit being paid on account of disability) changes address and has to pay 2 lots of rent because adaptations (due to their disability) delays the move to their new home.

<< Back to the top of the page
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In Scotland, all landlords must register their properties with their local authority.

If you are living in an unregistered property, you will need to speak to your local authority. You can still qualify for Universal Credit Housing Costs in Scotland if your landlord has not registered the property, provided that you:

•  Are legally responsible for paying rent
•  Make payments to a landlord
•  Live in the rented property
•  For further information contact your work coach.

<< Back to the top of the page
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Changes in your circumstances may alter your Universal Credit Housing Costs payment. It is your responsibility to notify us of any changes of circumstance, these include things like:



•  finding or finishing a job
•  having or caring for a child
•  a change to your address
•  becoming too ill
•  a change to your banking details your rent going up or down
becoming too ill to work or meet your work coach
•  a partner joining or leaving the home you rent and live in (if a partner leaves the home you may need to speak to your landlord and get a new tenancy agreement. You will need to inform Universal Credit of this change)

This list is not exhaustive. To tell us about any change of circumstance please contact your work coach.

Please note that it is the rent you’re liable for at the end of your Universal Credit assessment period that determines how much housing cost’s you get.  So if you move address and your rent drops, the amount we pay at the end of that assessment period may not completely cover the rent due in that month.

<< Back to the top of the page
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Universal Credit is available for new claims from single jobseekers wherever they are 


in Great Britain. The expansion of Universal Credit full service to a broader range of 


claimants started in May 2016, and will be completed in 2018. 


 


After the expansion process is complete, we will begin migrating claimants on legacy 


benefits, like Jobseeker’s Allowance and Tax Credits, to the full service from July 


2019.  By 2022, all existing legacy claimants will have moved on to Universal Credit. 


 


This guide is designed to help bank staff understand Universal Credit and its impact 


on their existing and potential customers.  The guide can be emailed as a PDF to be 


viewed on screen, or to print out.  Full website address details for all the links in this 


guide are shown in Section 5. 


 


 


1. What is Universal Credit? 
 


Universal Credit (UC) will make the welfare system simpler by replacing a range of current 


benefits and tax credits with a single monthly household payment.  Universal Credit is 


replacing the following benefits: 


 


 Jobseeker’s Allowance (income-based) 


 Housing Benefit 


 Working Tax Credit 


 Child Tax Credit 


 Employment and Support Allowance (income-related) 


 Income Support 
 


UC is a single payment that is made up of different amounts depending on the claimant’s 


circumstances. It is calculated monthly and can include support for the cost of housing, 


children and childcare, and the extra costs of bringing up a child with a disability.   


 


UC supports people who are in work and on a low income or are out of work. It aims to ensure 


that they are better off in work than on out of work benefits by topping up their earnings.  


 


Claimants are supported by a work coach who helps them throughout the life of their claim, 


whether they are preparing for work, moving in to work or looking to increase their earnings.  


Work coaches help people to find work and get them more prepared for when they are able 


to work by supporting them to learn new life or work skills.   


 


UC is paid in to transactional accounts, i.e. a bank, building society or credit union account.  


UC aims to put claimants in charge of their full income, so like other citizens, they can make 


informed choices, take advantage of better utility payment options and build a credit rating 


which would enable access to affordable credit. 


 


The changes are designed to align claimants’ financial responsibilities with those of people 


in employment, preparing jobseekers for the transition in to work.  Changes to benefit 


payments that may affect claimants’ financial management practices include: 
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 conversion from weekly or fortnightly payments to one standard monthly payment; 


 housing costs are paid directly to the claimant, not the landlord; 


 a single household payment is paid directly to an individual; and 


 an initial lead time of five to six weeks until the first payment is made after the UC 
application, depending on the claimant’s circumstances.  


 


It is recognised that adjusting to these changes for some people will be difficult, but in time, 


and with the right support, they could be helped to become self-sufficient in managing their 


money and paying their bills, particularly their rent, on time. 


 


2. Who can claim Universal Credit? 


 


UC is being introduced in stages. It is currently open to people making new claims and 


whether they can claim depends on where they live and their personal circumstances. See 


the list of areas where you can claim Universal Credit and the transitional rollout schedule. 


 


Since May 2016 we have been gradually rolling out the UC Full Service and from October 


2017 we will start to implement at scale with the new service available across the whole of 


Great Britain by September 2018. 


 


The managed migration of existing benefit claims will start from July 2019 and complete in 
March 2022. 


 


3. Budgeting Support 
 


The Department for Work and Pensions (DWP) has made funding available to Local 


Authorities to help us deliver Universal Support.  Universal Support is help for those who 


need assistance to manage their claim online and/or help with budgeting in order to 


manage their monthly payments and prioritise essential bills such as rent and utilities.     


 


DWP is working with local councils and organisations, like the Money Advice Service and 


other third sector organisations, to make sure claimants have access to the help that’s right 


for them.  The Money Advice Service offers free and impartial advice to help people 


manage their money. Money Manager, an online budgeting support tool is available for 


people who are digitally able and need moderate budgeting help.  Face to face support is 


available for those who need it.  The Money Advice Service’s Debt Advice Locator lists all 


free debt advice providers at local level and allows people seeking debt advice to use other 


channels such as telephone or internet.  


 


 


 


 


 


 


 



https://www.gov.uk/jobcentres-where-you-can-claim-universal-credit

https://www.gov.uk/government/publications/universal-credit-transition-to-full-service

https://www.moneyadviceservice.org.uk/en

https://www.moneyadviceservice.org.uk/en/tools/money-manager

https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator
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4. Potential impact on local banks 


Bank account queries 


It is recognised that a transactional account is an increasingly important aspect of work 


readiness, but up to 350,000 potential UC claimants currently do not use a transactional 


bank account to manage their benefit payments.  


 


As UC is paid in to a bank, building society or credit union account, work coaches will 


explain to claimants that they will need to take steps to open a transactional account where 


they do not already have one.  Personal budgeting support is available for those who may 


need help to open an account but many claimants will approach their local bank 


independently.    


 


We’ve tried to gather together some of the questions that customers may ask you about UC 


in relation to their bank account: 


 


I have no bank account but I’ve been told I need one 


UC is paid directly in to a customer’s bank account.  As UC claimants are responsible for 
paying their housing costs directly, ideally they need to have an account that allows 
automated payments out of the account – such as Direct Debits or Standing Orders. 


If a customer is not eligible for a standard personal current account, they may be eligible 
for a basic bank account under the Payment Accounts Regulations 2015.  


If your bank is unable to offer a basic bank account to the customer, you should tell the 
customer the reason for the refusal, provided it is lawful to do so. Ask them to speak to 
their work coach, who may be able to help with any issues you have identified. 


 


I don’t want to pay fees and charges 


Some customers, especially those who are new to banking or have had negative 
experiences in the past, will be wary of incurring fees and other charges on a standard 
personal current account. They may not know about the different types of fees and 
charges so may find it helpful if you explain it to them. A basic bank account – which does 
not offer an overdraft and does not charge fees for standard operations or failed 
payments – may help this customer. 


 


I don’t have ‘standard’ ID to open an account 


The standard documents needed to prove a customer’s ID or address might be difficult or 
expensive for some UC claimants to get hold of. Check your bank’s internal policies for 
what other forms of identification are acceptable for opening a personal current account 
or basic bank account. 


All UC claimants have a UC Statement when they receive a UC payment. Discussions 


are ongoing between DWP and the banking industry to agree a revised format for the UC 
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Statement so it can be recognised as a valid form of ID for the purpose of opening a bank 


account where no other form of valid ID (as per banks’ policies) may be presented. 


 


I am in debt/I have a poor credit score 


Some customers may have a poor credit history or very thin credit file and be concerned 


that this will stop them being able to open a bank account.  A basic bank account may 


help this customer. 


 


Do I need a joint account? 


If the customer has a partner, they will both need to make a joint claim for UC and they 
will get a single monthly payment for their household. 


They don’t have to have a joint account. They can choose to have their money paid in to: 


 a single account in either their name or their partner’s name, or 
 a joint account in both of their names. 


If a customer says they are worried about their partner taking control of the money and 
leaving them without access to cash, ask them to talk to their work coach. In exceptional 
circumstances, for example if someone is at risk of abuse, or their partner has a history of 
addiction, they can be paid UC separately. 


 


I have a bank account but I don’t use it – can I start using it again? 


Some customers may have opened an account in the past but stopped using it. This may 
be because of the account attracting charges.  If the customer is able to trace and 
reactivate the account, they will need to check whether it is suitable for receiving their UC 
payments before quoting the account number to DWP. 


If the existing account is suitable for receiving and making payments, but the account is in 
debit or has incurred significant charges in the past, it would be useful to discuss the 
customer’s requirements and the different options available. A basic bank account may 
help this customer.  


 


How do I set up my account to make managing my money easier? 


Some customers might need help with basic budgeting skills, while others will be 
confident at budgeting, but won’t be used to doing it on a monthly basis. Most customers 
will be keen to stay on top of their bills and out of debt. 


The customer might benefit from keeping money for bills separate to money for spending. 
They might be able to do that in a number of ways, including: 


 Opening a separate account just for rent and other essential bills. They could set 
up a Standing Order each month in to this account and all their Direct Debits could 
be timed to come out as soon as the money is transferred. 
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 Using a prepaid card alongside their bank account. The money for bills stays in the 
account untouched and the rest is transferred on to a prepaid card which can be 
used for general spending.  Fees may apply to some prepaid cards.  


Money Advice Service’s video – How to use your bank account to make budgeting easier  
helps customers to manage their bank account and prioritise the payment of priority bills. 


 


What’s the best way to pay household bills? 


UC is paid monthly and includes an amount of money to pay for, or help with, the 
customer’s rent or mortgage. Because of this, many customers are being encouraged to 
start paying their rent and other bills by Direct Debit or Standing Order. 


Some customers might not be familiar with Direct Debits so you may need to explain how 
they work and point out that they are free to set up and might even save the customer 
money, for example if there’s a reduced tariff for paying by Direct Debit. 


Other customers may be wary of Direct Debits because they feel they will lose control 
over their money or because they have previously incurred bank charges as a result of 
refused Direct Debits. You can reassure them that basic bank accounts no longer charge 
for standard operations or failed payments. 


Money Advice Service’s video – How to make payments using your bank account helps 
customers understand the difference between Direct Debits and Standing Orders and 
how to use them effectively. 


If the customer’s housing provider is willing to accept payment by Standing Order rather 
than Direct Debit, this might be more suitable for customers wary of Direct Debits as they 
remain in control and can stop the payment from being made if they have insufficient 
funds (although they may then incur fines or charges from their housing or utility provider 
for non-payment of bills). 


For customers who need help managing their own rent money - Worried about paying 
your rent provides advice on how best to manage rent payments as well as tips on 
making up shortfalls and avoiding rent arrears. 


 


Helping customers with the transition 


There may be certain situations where you think a customer would benefit from specialist 


help or advice. Here are a few situations to look out for and suggestions for where the 


customer could go for support, beyond your bank’s collection and arrears processes: 


 


Customer misses Direct Debit payments 


If a customer is frequently having Direct Debit payments refused, this probably indicates 
that they are experiencing difficulty.  If the customer does not have a basic bank account, 



https://www.moneyadviceservice.org.uk/en/videos/how-to-use-your-bank-account-to-make-budgeting-easier

https://www.moneyadviceservice.org.uk/en/articles/direct-debits-and-standing-orders#watch-our-video--how-to-make-payments-using-your-bank-account

https://www.moneyadviceservice.org.uk/en/videos/worried-about-paying-your-rent

https://www.moneyadviceservice.org.uk/en/videos/worried-about-paying-your-rent
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missed Direct Debit payments can also lead to charges and a build-up of debt if not dealt 
with early. The customer could: 


 visit the Money Advice Service’s Debt Advice Locator to access free debt advice 
through whichever channel is convenient and/or access budgeting tips when 
you’re on a low income.  Or call their Helpline on 0800 138 7777. 


 talk to their work coach about personal budgeting support. 


You could also ask them to consider whether a separate account just for bill payments 
might help. 


 


Customer wants to cancel all automated payments 


If a customer requests that one or more/all their automated payments are cancelled, ask 
them why they have decided to do this. They might need help prioritising bills and 
budgeting.  The customer could: 


 visit the Money Advice Service’s website for budgeting tips when you’re on a low 
income or the Debt Advice Locator.  Or call their Helpline on 0800 138 7777. 


 talk to their work coach about personal budgeting support or a UC Advance.  


You could also ask them to consider whether a separate account just for bill payments 


might help. 


 


Customer has no funds 


If a customer has no funds in their account and no access to money to live on they 
probably need to seek urgent help. The customer could: 


 talk to their work coach about applying for a UC Advance.  
 access ‘Urgent Support’ on Money Manager. 
 contact their Local Authority for welfare assistance. 


 


Customer using expensive or unsuitable credit 


If a customer is spending money on expensive credit, they may be in need of guidance 
and support to find more suitable borrowing options in the short term and improve their 
budgeting skills in the longer term.  The customer could: 


 visit the Money Advice Service website for finding the right type of credit. 
 find free local help using the Money Advice Service’s Debt Advice Locator.  Or call 


their Helpline on 0800 138 7777. 
 talk to their work coach about applying for a UC Advance.  


 


 



https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator

https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips

https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips

https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips

https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips

https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator

https://www.moneyadviceservice.org.uk/en/tools/money-manager

https://www.moneyadviceservice.org.uk/en/articles/deciding-on-the-best-type-of-credit-for-you

https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator
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Customer is spending large proportion of income on servicing debt or they are 
being pursued by creditors 


If a customer is struggling to make ends meet because so much of their income is being 
used to repay debts and/or they are being chased by people they owe money to, they 
almost certainly need urgent help with their debts. 


The customer can find free local help using Money Advice Service’s Debt Advice Locator. 


 


 


 


5. What to do if you have a query…   
 


For further information about UC, see Gov.UK, Universal Credit.  If you do not find an 


answer to your query here, you could contact your Partnership Manager who works with 


partners to help them to understand the support and benefits that we provide. 


 


There are a number of links in this guide to other documents. If you are using a paper copy 


of this guide and want to find these documents next time you have internet access, these 


are the full web addresses for each link:     


 


Page 4  


Where you can claim Universal Credit?  www.gov.uk/jobcentres-where-you-can-claim-


universal-credit 


Transitional Rollout Schedule - https://www.gov.uk/government/publications/universal-


credit-transition-to-full-service 


Money Advice Service www.moneyadviceservice.org.uk/en, which includes: 


Money Manager - https://www.moneyadviceservice.org.uk/en/tools/money-manager and  


the Debt Advice Locator – https://www.moneyadviceservice.org.uk/en/tools/debt-advice-


locator 


 


Page 7 


How to use your bank account to make budgeting easier: 


https://www.moneyadviceservice.org.uk/en/videos/how-to-use-your-bank-account-to-make-


budgeting-easier 


How to make payments using your bank account: 


https://www.moneyadviceservice.org.uk/en/articles/direct-debits-and-standing-


orders#watch-our-video--how-to-make-payments-using-your-bank-account 


Worried about paying your rent: https://www.moneyadviceservice.org.uk/en/videos/worried-


about-paying-your-rent 


 


Page 8 


Debt Advice Locator – see page 4. 


Budgeting tips when you’re on a low income: 


https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips 


Money Manager – see page 4. 



https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator

https://www.gov.uk/universal-credit

https://www.gov.uk/government/publications/dwp-partnerships

http://www.gov.uk/jobcentres-where-you-can-claim-universal-credit

http://www.gov.uk/jobcentres-where-you-can-claim-universal-credit

https://www.gov.uk/government/publications/universal-credit-transition-to-full-service

https://www.gov.uk/government/publications/universal-credit-transition-to-full-service

http://www.moneyadviceservice.org.uk/en

https://www.moneyadviceservice.org.uk/en/tools/money-manager

https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator

https://www.moneyadviceservice.org.uk/en/tools/debt-advice-locator

https://www.moneyadviceservice.org.uk/en/videos/how-to-use-your-bank-account-to-make-budgeting-easier

https://www.moneyadviceservice.org.uk/en/videos/how-to-use-your-bank-account-to-make-budgeting-easier

https://www.moneyadviceservice.org.uk/en/articles/direct-debits-and-standing-orders#watch-our-video--how-to-make-payments-using-your-bank-account

https://www.moneyadviceservice.org.uk/en/articles/direct-debits-and-standing-orders#watch-our-video--how-to-make-payments-using-your-bank-account

https://www.moneyadviceservice.org.uk/en/videos/worried-about-paying-your-rent

https://www.moneyadviceservice.org.uk/en/videos/worried-about-paying-your-rent

https://www.moneyadviceservice.org.uk/en/articles/living-on-a-low-income-tips
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Finding the right type of credit: https://www.moneyadviceservice.org.uk/en/articles/deciding-


on-the-best-type-of-credit-for-you 


 


Page 9 


Debt Advice locator – see page 4. 


Gov.uk - https://www.gov.uk/universal-credit 


Partnership Manager: https://www.gov.uk/government/publications/dwp-partnerships 


 


 


 


 


 


 


 


 



https://www.moneyadviceservice.org.uk/en/articles/deciding-on-the-best-type-of-credit-for-you

https://www.moneyadviceservice.org.uk/en/articles/deciding-on-the-best-type-of-credit-for-you

https://www.gov.uk/universal-credit

https://www.gov.uk/government/publications/dwp-partnerships




