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Aims and Objectives

This module aims to provide you with the skills and knowledge to conduct an initial work search 
interview, record information on the Work Services Platform (WSP) and produce a Claimant 
Commitment and Commitment Pack.

By the end of this learning, with the aid of any reference material, you will be able to correctly:

introduce the Claimant Commitment purpose and use

explain how the Claimant Commitment affects eligibility to Universal Credit

explain the need for committing to the steps on the Claimant Commitment

explain the sanctions that may be applied if the claimant fails to complete the steps

confirm the claimant’s identity has been verified

gather and record the information required from the claimant on WSP 

determine the claimant’s job goals and skills

diagnose the claimant’s capability and circumstance

set work search activities, work preparation actions, and other work related activities
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Aims and Objectives (Cont)

set the Intervention Regime

preview and print the Claimant Commitment

establish whether the claimant accepts the Claimant Commitment or not
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Topic 1  
Claimant Commitment 

and Conditionality 
Overview
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Aims and Objectives

This topic aims to provide you with an overview of Universal Credit and the conditionality groups who 
will be eligible to claim Universal Credit.

By the end of this learning, with the aid of any reference material, you will be able to correctly:

list the four main conditionality groups

state for whom a light touch in work conditionality regime will be introduced from Day 1 
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Overview

UC is designed to 
ensure that, for 

people who can, work 
is still the best route 
out of poverty and an 
escape from benefit 

dependence The conditionality 
regime refocuses the 
relationship between 
the claimant and the 

Department 

The sanctions regime 
underpins the 

relationship and 
encourages 
compliance The Claimant 

Commitment is at the 
heart of the 

personalised 
approach in UC

Compliance with 
requirements, such 

as active work search 
and engagement with 

DWP, increases  
chances to find work 

quicker than they 
would otherwise 

The approach will 
ensure that there is 

clarity about claimant 
requirements and 

consequences
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Conditionality Groups

Currently, only claimants who fall into the All Work Related Requirements group will be eligible to claim 
Universal Credit.

However, if a change in circumstances results in a change in conditionality group, they will remain on 
Universal Credit and their conditionality will be managed accordingly.

How you deal with these circumstances will be covered in later modules.
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Earnings Over Lower Administration Threshold but 
Under Upper Earnings Conditionality Threshold

For each claimant, in this group, it may include:

Ministers are keen that a light touch, in-work conditionality regime is introduced from day one, to 
encourage claimants to increase their weekly earnings and reduce their dependency on welfare. This 
will apply to claimants with earnings over the lower administration threshold, but under the upper 
earnings conditionality threshold from Day 1. It may not involve face to face interventions.

Having a tailored 
Claimant 

Commitment, 
which sets out 

clear expectations 
to increase their 

earnings, as far as 
possible, to their 

specific 
circumstances.

The requirement 
for claimants to 

maintain a record 
of the steps they 
have taken to try 
and increase their 

earnings.

Maximising our IT 
services to 

automate the 
monitoring of a 

claimant’s activity 
against their set 

expectations.
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Summary

In this topic you have learnt :

 what the four main conditionality groups are

 for whom a light touch in work conditionality regime will be introduced from Day 1
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Topic 2
Purpose and Pre-

Interview Preparation
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Topic Aims and Objectives

This topic aims to explain the role and responsibilities of the work coach when preparing for and 
conducting the Initial Work Search Interview

By the end of this topic, with the aid of any reference material, you will be able to correctly:

 state the purpose of the Initial Work Search Interview

 describe the different roles the Work Coach is expected to perform during the Work Search 
Interview

 list the five core elements that form the basis of the Work Search Interview

 state the importance of pre-interview preparation
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Purpose of the Initial WSI – All Work Related

The purpose of the Initial Work Search Interview (WSI) is to:

Set requirements that, if 
complied with, give the 

claimant the best possible 
prospects of finding paid work, 

taking into account their 
particular capability and 

circumstances.

Ensure the claimant 
understands the requirements 
they must meet and the 
consequences (sanctions) of 
any failure to comply

Ensure the claimant is 
committed to complying with 

their requirements and 
motivated to find work
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The Role of a Work Coach in the Initial WSI

Set Work 
Search 

Activities

Diagnose the 
claimant’s 

Capability and 
Circumstances

Deliver the five 
key elements 

of the interview

Ensure the 
claimant 

understands 
what is 

required of 
them

Ensure the 
claimant takes 

responsibility for 
their own work 

search and 
preparation 

activities

Check the 
claimant is in 

the correct 
Conditionality 

Group

Explain the 
purpose of the 

interview

Introduce 
themselves 
and Gather 
Information

During Initial WSI the Work Coach will:
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The Role of a Work Coach in the Initial WSI (cont)

set 
Interventions 
Regime

take the 
necessary 

action when a 
claimant does 

not accept their 
Claimant 

Commitment

ensure the 
claimant 

accepts the 
Claimant 

Commitment

ensure the 
claimant is 
aware of the 
consequences 
of not 
complying with 
their Claimant 
Commitment

set Work 
Preparation 

Actions

create an 
individually
tailored 
Claimant 
Commitment

determine the 
appropriate 

Interventions 
which includes 

subsequent 
interviews and 
Work Search 

Reviews

put in place a 
strong 

compliance 
regime that is 

appropriate for 
each individual 

claimant

During the Initial WSI the Work Coach will (cont):
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Five core elements will form the basis of the Work Search Interview and this in turn will feed into 
requirements set out in the Claimant Commitment and Commitment Pack.

Structure of the Work Search Interview
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Pre-interview Preparation

Pre-interview preparation is important to ensure the quality of the interview and the Claimant 
Commitment. 

In order to prepare for the interview it is important to: 

ensure claimant special 
arrangements for attending 
interviews have been taken 
into account/arranged. 

review any information that 
is held about the claimant 

on WSP

Pre-interview preparation equips you with an understanding of some of the claimant’s circumstances 
so that you can begin to plan the structure of the interview and formulate any questions that you would 
need to ask the claimant to gather more information



17

select hyperlink  "to load appointment records click here" within the list boxselect hyperlink  "to load appointment records click here" within the list box

open the appointment (double select/click) and From the Ribbon select - Start Appointmentopen the appointment (double select/click) and From the Ribbon select - Start Appointment

How to Start and Complete the Interview on WSP

Before you start the Initial WSI, in the claimant record on WSP:

select Appointment History from the Navigation menuselect Appointment History from the Navigation menu

To close the appointment record on WSP

•select Complete Appointment button on the Ribbon
•Select Save and Close button on the Ribbon
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Summary

In this topic you have learned:

 the purpose of the Initial Work Search Interview

 the different roles the Work Coach is expected to perform during the Work Search Interview

 the five core elements that form the basis of the Work Search Interview

 The importance of pre-interview preparation
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Topic 3 
Information Gather & 

Diagnosis
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Aims and Objectives

This topic aims to provide you with the skills and knowledge to carry out an Initial Work Search 
Interview. 

By the end of this topic, with the aid of any reference material, you will be able to correctly:

 state how to confirm on WSP the claimant’s identity has been verified

 explain the purpose of the Initial Work Search Interview to the claimant 

 state what you need to consider when exploring claimant capability and circumstances

 state what considerations need to be taken into account when determining the claimant’s job 
goals

 state what considerations need to be taken into account to diagnose the claimant’s availability 
and current skills

 state what considerations need to be taken into account to identify skills gaps

 explain how to escalate claimant queries
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Introduction and Purpose of the Initial WSI for the Claimant

confirming the 
claimant’s identification 

is verified

to support and prepare 
the claimant for Work 
Search and Work 
Preparation, and not do 
it for them

discussing the 
claimant’s 
circumstances and 
capability to ensure 
they are in the correct 
conditionality group

explaining information 
gathered will be 

recorded and used to 
inform the steps 
outlined in their 

Claimant Commitment

explaining that in order 
to be entitled to UC they 
are required to accept 

their Claimant 
Commitment 

explaining the impact of 
previous sanctions on 
the amount of UC paid 

and that further 
sanctions may apply if 
they fail, without good 
reason, to comply with 

any requirements

After introducing yourself at the start of the interview, you will need to explain the purpose of 
Universal Credit and the initial Work Search interview to the claimant. This will include:
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Confirming Claimant Identification is Verified on WSP

To record on WSP that ID has been verified you will take the following action:

Select the claimant’s ID Verified drop down field within the General screenSelect the claimant’s ID Verified drop down field within the General screen

Select Yes from the drop down menuSelect Yes from the drop down menu

Select Save from the Ribbon menuSelect Save from the Ribbon menu

If the claimant does not  accept the Claimant Commitment and enters a 7 day ‘cooling off’ period, or 
requests a second opinion you will need to carry out  follow up activity to track progress  and ensure this 
this field is updated as soon as all the required action has been met and recorded.
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Information Gather During Diagnosis

Capability

Personal 
Circumstances

Life events

Caring 
responsibilities

Availability to 
attend an 
interview

Focus on 
Positives

Hours of 
availability for 

work

Health

Disability

Hours of work 
search

English 
Language 
Screening
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Diagnosis of Capability and Circumstances

. 

A claimant may state 
they have a limited 
capacity to stand and 
need to sit frequently

A claimant may state 
they have a limited 
capacity to stand and 
need to sit frequently

Challenge the claimant to 
advise what they are able 
to do, can they sit without 
problem, what other skills 
do they have, how do 
they spend their   

day?

Challenge the claimant to 
advise what they are able 
to do, can they sit without 
problem, what other skills 
do they have, how do 
they spend their   

day?

An example statement for the 
commitment pack would be “I am 
able to undertake multi-positional 
work (work which does not 
involve maintaining one position 
for a prolonged period

An example statement for the 
commitment pack would be “I am 
able to undertake multi-positional 
work (work which does not 
involve maintaining one position 
for a prolonged period

You will diagnose the extent to which the claimant is motivated and positively committed to complying 
with actions and expectations and consider appropriate remedial work related activities where required

Focus on what the claimant can do rather than what they cannot

Claimants with health problems should be considered carefully
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Diagnosis of Capability and Circumstances -Availability

When setting a claimant’s availability there is an expectation that for the All Work Related 
Requirements group most claimants will be available to take up a full time job, available to start 
work immediately, and able to attend an interview immediately.  

Hours

A claimant will not be required to take employment which requires them to work for more hours 
than the European Working Time Directive which is up to 48 hours per week. The definition of full-
time should take its natural meaning and applies to hours deemed as ‘full time’ for a job type.  For 
instance, outside of London, full time in the Civil Service is defined as 37 hours but for a postman it 
is 40 hours.
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Escalate Claimant Queries

If a claimant raises a query that you cannot resolve you will need to escalate the query. The action that 
you take will depend upon the nature of the query.

.  

Query work 
related

Query not 
work 

related

Claimant 
has 

complex 
needs

Conduct a warm handover to 
a suitably skilled member of 

staff or your team leader

Inform the claimant that they 
need to contact the Service 

Centre

If the claimant has complex 
needs and requires additional 

support you will need to 
complete a warm handover to 

a PASA
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Summary

In this topic you have learned:

 how to confirm on WSP the claimant’s identity has been verified

 how to explain the purpose of the Initial Work Search Interview to the claimant 

 what you need to consider when exploring the claimant capability and circumstances

 what considerations need to be taken into account to diagnose the claimant’s job goals

 what considerations need to be taken into account to diagnose the claimant’s availability and 
current skills

 what considerations need to be taken into account to identify skills gaps

 the action to take to escalate claimant queries
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Topic 4 
Setting Work Related 

Requirements and 
Interventions Regime
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Aims and Objectives

This topic aims to provide you with the skills and knowledge to tailor work related requirements and 
intervention regimes for claimants, based on their individual circumstances and abilities

By the end of this topic, with the aid of any reference material, you will be able to state:

what considerations need to be taken into account when setting work related requirements

what considerations need to be taken into account when determining the Intervention Regime
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Work Related Requirements

If limitations have been applied to the claimant’s available hours, they will also be applied to their work 
search activity.

Undertake 
activities that give 

them the best 
prospects of 

moving into work.

Take all 
reasonable actions 

to find work, 
normally for 35 
hours per week, 

unless the 
claimant’s personal 

circumstances/ 
health allows a 

reduction, 

Claimants should fully understand the expectation that in order to receive Universal Credit they must:
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Setting the Work Related Requirements 1/3

A plan of action will include:

The claimant will normally be expected to devote 35 hours a week to preparing and searching for work, 
unless the claimant’s personal circumstances/health allows a reduction.

When discussing a work preparation and search plan your role is to focus on quality not quantity. 

any mandatory work 
preparation requirements –

such as attending training or 
CV clinics –

other (non-mandatory) activity 
the claimant is engaged in 

that improves their 
employment prospects. E.G 

paid/ voluntary work 

any work search activity 
which will take up the 
majority of a claimant’s 
time 
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Setting the Work Related Requirements 2/3

Where a claimant has done all that 
could reasonably be expected of 
them, this may be considered 
sufficient even where the time taken 
was less than expected If this should happen, you will need to 

review the activities on the plan and set 
new work related requirements bearing in 
mind the new requirements will need to 
utilise the hours available.

Look at the evidence presented by 
the claimant to ensure the quality of 

work search and preparation 
requirements is adequate and the 

claimant is not just ‘skimming’
through them

It is not set out in guidance how long any particular activity should take as this will vary from claimant to 
claimant according to their circumstances and abilities.  
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Setting the Work Related Requirements 3/3

Work Search 
Activities

regular ongoing 
activities that the 

claimant can 
reasonably take 
having regard for 

their circumstances 
For example -

searching internet 
jobsites, reviewing 

local press etc

Work Preparation 
Actions               

usually time bound           
activities which will 
move the claimant 
closer to work –

For example those 
that meet any 

learning and basic 
skills requirements 
such as referring, 

where appropriate, 
to basic skills 

assessments and 
provision etc

Other Work 
Related Activities
Activities that do 
not attract any 

sanction such as 
voluntary work, or 

a course the 
claimant has 
undertaken to 
progress an 

aspirational goal 
such as learning 

French to 
eventually become 

an adult tutor

The Claimant Commitment contains three sections to record work related activities:
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Setting the Work Related Requirements - Adjustments

Activities which will not have an effect on Availability for Work hours but can be considered by the Work 
Coach as Work Related Activity:

 part time paid employment

 part time self employment

 activity such as attending a course that will improve the chances of obtaining paid 
employment

 voluntary work being undertaken by the claimant

This is at the discretion of the Work Coach and should be recorded on the Claimant Commitment.  

The Claimant must be prepared to give up all of the activities listed here to take up paid employment to 
move them over their individual earnings threshold.  

The claimant could also combine paid employment/self employment with another job or increase the 
hours of their paid employment/self employment to move them over their individual earnings threshold 
or into Gainful Self Employment.
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Voluntary Work

After inputting details of the Voluntary work into WSP you will need to consider whether the claimant 
needs more time to attend a job interview or take up paid work. 

The claimant may be given up to 48 hours to attend an interview and up to one week to take up paid 
work. 

Universal Credit policy states 
this is a discretionary decision 
for the Work Coach to make 
based on the facts of the 
individual decision. 

The Intervention regime may need to 
be amended so that the voluntary 
work can be completed. For example if 
the claimant is doing voluntary work 
on a Monday, Wednesday and Friday 
you will need to ensure the claimant 
has a Work Search Review on a 
Tuesday or Thursday. 
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Work Related Requirements – Sanctions 1/2

The focus in 
Universal Credit is 
on setting suitable 

work related 
requirements, 
tailored to the 

claimant’s 
circumstances.

Sanctions can only 
be effective in 
encouraging 

claimants to meet 
work related 

requirements if the 
possible sanctions 
they may face are 
communicated to 

and understood by 
the claimant

Ensure you explain 
sanctions when 

you set a 
requirement and be 
clear that if they fail 

to meet a 
requirement 

without a good 
reason they will

receive a sanction

To encourage 
claimants to meet 

these 
requirements they 
must understand 
the work related 

requirements and 
the sanction 

consequences of 
not meeting them.

Evidence shows 
that claimants 

are more likely to 
meet a 

requirement if 
they understand 
they will receive 
a sanction if they 

do not. 

You should 
explain that a 

sanction means 
their Universal 

Credit payments 
will be cut.
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Work Related Requirements – Sanctions 2/2

Where a claimant is aware that a requirement is mandatory but nevertheless fails without a good 
reason to meet a suitable requirement that was clearly notified to them then a sanction doubt should be 
raised.

A sanction will cut a 
claimant's Universal Credit 

payment by a daily 
amount

That daily amount and how 
long the cut could last for is 
recorded on the Claimant 
Commitment and further 
details are in the Commitment 
Pack

You should draw this 
information to the 
claimant's attention and 
explain it to them.
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Work Related Requirements – Claimants in Work (1/3)

Intensive labour 
market interventions 

and associated 
support are provided 
to claimants in the All 

Work Related 
Requirements 

(AWRR) Group who 
are earning less than 

the weekly 
administrative 

threshold.

Every AWRR group 
claimant has a clear 
responsibility to find 
and secure work that 
gives them a weekly 
income above their 
upper conditionality 

threshold (normally 35 
x National Minimum 

Wage). 

If a claimant moves 
into paid work and 

earns more than the 
relevant administrative 
threshold but less that 

their upper 
conditionality 

threshold, they remain 
in the AWRR group 
but are exempt from 

the intensive JSA 
style interventions 

regime (sometimes 
referred to as the 

Working, Could do 
More Group)
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Work Related Requirements – Claimants in Work (2/3)

The longer-term vision under UC is to remove the 
administrative threshold and provide Labour Market 
support to all claimants in the AWRR group who are 
earning less than the upper conditionality earnings 
threshold.

Work Coaches can decide whether they continue to 
work with and support claimants who they help move 
into the 'Working, Could do More' group.

A Work Coach might decide to continue to 
support a claimant for a variety of reasons for 
example, the work could be only temporary or, 
with a small amount of further assistance, the 
claimant could earn more. 
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Work Related Requirements – Claimants in Work (3/3)

If a Work Coach continues to support a claimant in the 'Working, Could do More' group then they will 
need to:

 engage the claimant to revise and set an alternative Claimant Commitment for the claimant 
reflecting their new circumstances;

 discuss further activity to help the claimant increase their earnings;

 determine which Work Preparation activities might be appropriate; and

 choose how and when they want to see the claimant again.

It must also be noted that Work Search requirements on AWRR claimants who have earnings above 
£76 cannot be legally imposed. 

They will also not be subject to fortnightly Work Search Reviews. However Work Preparation 
requirements and mandatory interviews which can both attract sanctions can be applied. 
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Determining the Intervention Regime 

WSP allocates the first WSR following Initial WSI as one week laterWSP allocates the first WSR following Initial WSI as one week later

Minimum fortnightly face to face is requiredMinimum fortnightly face to face is required

Can be more frequent and this additional contact can be by other means E.G Telephone, 
email, SMS
Can be more frequent and this additional contact can be by other means E.G Telephone, 

email, SMS

Other follow up by the Assistant Work Coach can be more frequent and this 
additional contact can be by other means e.g. Telephone, email, SMS
Other follow up by the Assistant Work Coach can be more frequent and this 
additional contact can be by other means e.g. Telephone, email, SMS

When determining the Work Search Review timescales, the following should be considered:
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Determining the Intervention Regime (cont) 

The claimants capability to undertake self managed work search and work preparationThe claimants capability to undertake self managed work search and work preparation

A judgement you make about claimants motivation to do everything they can to find work,A judgement you make about claimants motivation to do everything they can to find work,

Challenges faced by the claimant,Challenges faced by the claimant,

How long the agreed specific actions will take (time bound activities).How long the agreed specific actions will take (time bound activities).

You will need to decide on an appropriate Work Search Interview regime for the claimant. This regime will 
consist of a tailored level of contact, which could be a combination of  telephone, electronic communication 
and face to face interviews. 

Determining when next to see the claimant for subsequent Work Service Interviews is based on several 
factors:



eatment of Holidays

For claimants in the 
AWRR group this 

includes ensuring that 
they are available to 

attend a job interview or 
take up an offer of 

employment even if this

Being on holiday would 
not be considered good 
reason for not carrying 
out any work search or 
availability requirement 
and claimants would go 
on holiday at their own 

risk

Claimants must be 
robustly monitored to 

ensure compliance with 
their work related 

requirements e.g. no 
allowance would be 

d t h d l

The physical 
whereabouts of 

claimants will not be 
monitored – as long as 

they are present as 
mandatory interviews 

etc

However there should 
be no interruption to 

the expectations placed 
upon the claimant

The claimant is free to 
organise what they do 

with their own time/ e.g. 
how they accommodate 

work search 
expectations.  

ere is no specific holiday allowance under Universal Credit conditionality. Claimants must 
ntinue to carry out the work related requirements set out in their Claimant Commitment
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s topic you have learned:

 what considerations need to be taken into account when setting work related requirements

 what considerations need to be taken into account when determining the Intervention Regime


