
Notifying a claimant with complex needs of 
a sanction decision 
Summary 

How to conduct an interview to explain a sanction to a claimant with complex needs/requirement 

for additional support 

Content 

When a decision has been made to impose a sanction for a claimant with complex needs / 

requirements for additional support, an account developer (AD) will receive the following 

CAMLite task: 

 Task Type: Generic Clerical 

 Sub Type: Action Required 

 SLA: 1 day  

 Notes: Complex needs outcome decision LT54 

uploaded to DRS dd/mm/yyyy. Book 'Explanation 

of decision (DMA) interview', multiple 

sanctionable failures (if applicable) 

The purpose of the interview is to give the claimant an explanation of the decision. 

The AD must take into account that the claimant may not have received the sanction decision 

outcome notification when they book the appointment so they may not be aware of the sanction 

decision. 

The AD telephones the claimant and books an 'Explanation of decision (DMA) interview' (the 

default for the appointment will be 10 minutes but the AD amends the appointment to 20 

minutes) with the owning work coach (WC) or the next available WC within one week.  

Once the appointment is booked the AD updates CAMLite Contact history with the action taken.  

Explaining a sanction decision to a claimant with 
complex needs 

Claimants with complex needs/requirement for additional support are those who have difficulty in 

coping with the demands of Universal Credit processes when they need to access a service.  



Some claimants have disabilities that may need extra personal support or adjustments to enable 

them to understand the explanation. Others may have less obvious conditions. 

The WC needs to take into account that the claimant may not have received the sanction 

decision outcome notification when they book the appointment so they may not be aware of the 

sanction decision.  

The WC focuses on listening and questioning techniques, and avoids making assumptions about 

the claimant. 

The WC assesses whether the claimant is, for example: 

 distressed  

 not understanding  

 giving monosyllabic answers  

 upset  

 frustrated 

The WC gives a clear and concise explanation covering the following information: 

 the reasons for the discussion 

 how the sanction referral has arisen – for 

example, the claimant failed to attend a work 

focused interview or failed to produce a CV 

 a DM has looked at the reasons provided and 

decided a sanction is appropriate 

 how the decision will impact the claimant's 

Universal Credit 

 explain any outstanding compliance activities the 

claimant needs to comply with 

 if there are multiple sanctions - explains each 

decision 

If the sanction relates to the open-ended element of a low or lowest level sanction, the claimant 

must be informed of the original requirement and the compliance condition.  



The WC explains to the claimant that by undertaking the compliance activity the open ended part 

of the sanction will stop. The claimant must be able to comply with the original compliance 

activity. If this is not possible an alternative compliance action must be considered and the 

Claimant Commitment updated. 

Where possible, the compliance condition should be the same as the original requirement, for 

example to produce a CV. If compliance is met the WC informs the claimant they will receive a 

further notification on how their Universal Credit will be affected.  

Checking the claimant's understanding  

The WC also: 

 explains the reconsideration, appeals and 

hardship process  

 checks the claimant is satisfied and understands 

the decision, is aware and can access the 

reconsideration/hardship process (if applicable) 

including time limits 

If the claimant is not satisfied with or does not understand the decision, or if the WC has 

concerns that the claimant is not able to request a reconsideration or access hardship on their 

own, the WC suggests personal support – for example the Citizens Advice Bureau (CAB). 

 


