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Topic Aims and Objectives

By the end of this topic, 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 any of their 
requirements and how this will affect their Universal Credit payments.

 record the required information on WSP

 preview and print the Claimant Commitment

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

The Claimant Commitment is the output document produced after the diagnosis and planning. You will 
capture the required information from the interview in the appropriate screens on WSP.  Some of this 
information will populate the individually tailored Claimant Commitment when it is produced.

Three variations of a Claimant Commitment for the AWRR group can be produced on WSP:

 Full Claimant Commitment 

 Claimant Commitment with limitations 

 Suspended Work Related Activities Claimant Commitment

When the Claimant Commitment is produced you will need to go through it with the claimant. This can 
be done at either the preview stage (when the Claimant Commitment is on screen) or after it has been 
printed.

It is not necessary to go through the Claimant Commitment line by line. However, the claimant must be 
clear that the failure to complete or undertake agreed activities outlined on the Claimant Commitment 
will have consequences and may lead to sanctions. 
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About the Claimant Commitment

Select the process steps below to reveal further information about The Claimant Commitment:

1

2

3
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About the Claimant Commitment

Select the process steps below to reveal further information:

The Claimant Commitment details the steps the claimant will follow in 
order to receive Universal Credit. This Claimant Commitment focuses 
on the actions the claimant will take to increase their chances of 
finding work, more work or better paid work and supporting the taking 
up of work. 

The Claimant Commitment should be a clear, short summary of the 
discussion that occurs between the claimant and Work Coach. In line 
with legislation, the Claimant Commitment will detail the Work 
Related Requirements to be carried out by the claimant, normally for 
35 hours per week, based upon their capability and personal 
circumstances. 

The Claimant Commitment will be updated to reflect any change of 
circumstances or life events or when old requirements on the 
Claimant Commitment expire or when work search is proving 
ineffective.

1

2

3
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About the Claimant Commitment

Select the process steps below to reveal further information:

1

2

3

When discussing the Claimant Commitment the Work Coach must 
ensure the claimant understands the implications of not complying 
with any part of the Claimant Commitment.  

The Work Coach must explain that work related requirements 
sanctions will apply if the claimant fails without good reason to meet 
a requirement notified to them. The amount their Universal Credit will 
be reduced by is set out and explained on the Claimant Commitment. 
The Commitment Pack includes more information on the length of 
sanctions.  

The requirements placed on the claimant should be reasonable and 
the Work Coach will work with the claimant to ensure they are 
capable of meeting those requirements.

It is important therefore that the claimant is encouraged to share all 
relevant information (to ensure that the requirements are suitable to 
them) and encouraged to ask if they are not clear about any of the 
requirements. 
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About the Claimant Commitment

Select the process steps below to reveal further information:

1

2

3

Ensure that claimants understand:

• they will normally be expected to look for work for 35 hours per
week

• their Job will be to get paid work

• they will only be paid if they can prove they are looking for work

• the longer they are unemployed the more flexible the claimant will 
have to be in respect of job type/hours/location and wage 

It is recognised that some claimants will find it difficult or be unable to 
accept a Claimant Commitment. In these exceptional circumstances
claimants will be supported by:

• lifting the requirement to accept a Claimant Commitment; or
• deferring the requirement to accept a Claimant Commitment, 

without affecting the date of claim
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Work Services Platform (WSP) Action

The Claimant Record screen in WSP is populated with the claimant’s details.

The screen contains the 12 sections each populated with specific information:

 General

 Claim

 Personal 

 Contact Details

 Child Information

 Job Goals

 Availability

 Employment History

 Intervention Regime

 Appointment History

 Notes

 Administration

Each of these sections in WSP is opened by selecting from the list on the left hand side of the screen.
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See It Try It Know It

You will now have the opportunity to practice Capturing Information. 

Select ‘See It!’ for a demonstration, ‘Try It!’ for a guided walkthrough, or ‘Know It!’ to 
practice on your own.

Capturing Information – WSP Action
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Related Menu on WSP

You have now populated previously unpopulated sections of the Claimant Record screen.  

The next step is to populate the Claimant Commitment related fields, view and print a Claimant 
Commitment, and record the Claimant Commitment Status as ‘Accepted’

The Claimant Commitment related screens are expanded when selected from the Common menu on 
the left hand side Claimant Record screen.

The simulation will also show you how to enter information about:

 basic skills screening

 qualifications

 challenges (eg Travel to Work Limitations – lack of public transport)
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See It Try It Know It

You will now have the opportunity to practice creating a Claimant Commitment. 

Select ‘See It!’ for a demonstration, ‘Try It!’ for a guided walkthrough, or ‘Know It!’ to 
practice on your own.

Create Claimant Commitment
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Accepting the Claimant Commitment

Explain to the claimant that in order to be eligible for Universal Credit they must have accepted a 
Claimant Commitment and be committed to undertake the agreed steps detailed on the Claimant 
Commitment. A sanction regime may be applied if they fail to do so.

The Claimant is required to accept a Claimant Commitment as a Condition of Entitlement for Universal 
Credit.  

Without an accepted Claimant Commitment Universal Credit will not be paid.  At the Initial Work Search 
Interview, if agreement cannot be reached on the Claimant Commitment explain the purpose of the 
seven calendar day cooling off period and 2nd Opinion Interview and how these can be requested and 
what will happen in these circumstances.  
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Switching Off Work Related Requirements 

There maybe times when a claimant’s circumstances mean that their work search and work availability 
requirements can be switched off for a period of time. Examples of a temporary switch off include:

 Attending court or tribunal

 Bereavement

 Carrying out a public duty

 Domestic emergency

 Domestic violence

 Drug and alcohol dependency

 Jury service

 Taking part in part time education or training

 Temporary absence for medical treatment

 Temporary child care responsibilities

When these circumstances occur you will also need to amend the claimant general screen ‘Available’
field to ‘No’ and take WSP action to excuse attendance for Work Search Reviews. The claimant must 
provide any evidence required such as a solicitors letter, Court Summons or admission papers.
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Preview Claimant Commitment Including Sanction Implications

You have completed
the five core elements

of the interview.

You have used the 
information provided
and recorded to draw

up the 
Claimant Commitment

Your role will be to ensure
that on conclusion 
of the interview the 

claimant fully
understands the 

expectations of them
in order to receive a 

Universal Credit payment 

Check the 
claimant understands

the steps they must take
to prepare for a return

to work and the 
consequences of any
failure to comply with

work related  
requirements (sanctions). 

The Claimant Commitment
also outlines the sanctions

applicable for not 
complying, without good

reason, with the availability
the claimant has committed

to
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Claimant Commitment Accepted

The data gather is 
Complete, diagnosis 

has been made, 
referrals

have been made where
appropriate, the 

claimant has accepted
their Claimant 
Commitment, 

you have printed off 2 
copies of the 

Claimant Commitment.

Both copies of the 
Claimant Commitment
need to be signed by

the claimant. 

Before the claimant 
leaves the office take

the opportunity to 
remind them of their
obligations outlined

in their 
Claimant Commitment.

Remind the claimant of
their consequences

of not adhering to their
Claimant Commitment.  

You have now 
updated the Claimant 
Commitment status on

WSP.
The ‘ID Verified’ marker

must be set to ‘Yes’
once the Claimant 

Commitment status is
shown as accepted.

After closing the
claimant’s WSP record
you will need to update 

Claim Admin in 
Universal Credit Core

(via the Agent Portal) to
show that the Claimant
Commitment has been

accepted. 
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Next Steps - Claimant Commitment Accepted

After closing the Universal Credit record you will send the signed copy of the Claimant Commitment to 
the Mail Opening Unit by secure post.

The Claimant Commitment will be scanned by the Mail Opening Unit into the Document Repository 
Service (DRS).
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Consequences of Not Accepting Claimant Commitment

When the data gather has been completed and the Claimant Commitment has been viewed, there may 
be occasions when a claimant does not accept their Claimant Commitment.  

The claimant’s objections should be discussed with them. If the issues cannot be resolved you should 
explain to the claimant the consequences of not accepting their Claimant Commitment.  

When a Claimant Commitment is not accepted the claimant will not be able to receive Universal Credit.
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Options Available to Claimant

Seven Calendar Day

‘Cooling Off’ Period

Claimant Requests 
Second Opinion 

within the 7 
calendar day period

From the point at which the claimant is unwilling to accept their Claimant Commitment the following 
options are available to the them:
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Seven Calendar Day Cooling Off Period

If a claimant does not accept their Claimant Commitment but does not request a second opinion, or 
ends the interview without accepting the Claimant Commitment, they enter the ‘cooling off’ period 
which lasts for up to 7 calendar days starting from the day they refuse to accept their Claimant 
Commitment.

Return
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Seven Calendar Day Cooling Off Period

accesses the
Claimant Commitment

screen in WSP

amends the Claimant 
Commitment status to 

‘Not Accepted –
in cooling  off period’.  

The Work Coach takes the following action:

populates claimant
notification letter template 

regarding the 
cooling off period

issues the claimant with 
the letter about the cooling

off period which will be
located within the suite

of letters and notifications
within KM

makes a note on the 
claimant’s WSP record

to say the letter has 
been issued
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If a claimant wishes to accept the Claimant Commitment during the ‘cooling off’ period, the Claimant 
Commitment Status should be updated and the claim continues from the original date of claim.  

The Work Coach follows the steps in the Initial Work Search Interview process to record the claimant 
has accepted the Claimant Commitment.

You should explain the 7 calendar day period to the claimant.  

It is the claimant’s responsibility to make contact with you during this period if they want to accept or 
discuss their Claimant Commitment.

If no contact is made or contact is made after the expiry of the 7 calendar days they will be advised 
they need to make a new claim to Universal Credit.

You will receive a task from WSP stating the cooling-off period has expired. You then need to notify 
Universal Credit core of the non-acceptance using the Universal Credit Portal. 

Return

Seven Calendar Day Cooling Off Period
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Second Opinion Requested

The claimant is able to request a 2nd opinion on their Claimant Commitment. This will be carried out by 
a different Work Coach.  

If at the Initial Work Search interview or during the 7 calendar day cooling off period, the claimant 
requests a 2nd opinion, the following should be explained to the claimant:

 if the Work Coach carrying out the 2nd opinion interview does not change the original Claimant 
Commitment the claim will be terminated and the claimant will have to make a new claim to 
Universal Credit the next day.

 An appointment will be arranged to enable the claimant to discuss the Claimant Commitment 
with the independent Work Coach, this will include a review of the information previously 
provided. 

 Once the 2nd opinion interview has been booked the right to a cooling off period ends, i.e. the 
claimant cannot sign their Claimant Commitment whilst waiting for their 2nd opinion interview.

Return
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The claimant will be notified of the decision of the 2nd opinion interview.

If after the 2nd opinion interview a decision is made that the original Claimant Commitment does not 
change the claimant will be required to re-apply for Universal Credit. The claimant cannot decide to 
accept the original Claimant Commitment. They will be required to make a new claim. The earliest the 
new claim can be made is on the following day. The original Universal Credit claim will be closed.

The claimant has no right of appeal. 

If after the 2nd opinion interview a new Claimant Commitment is created the claimant will need to 
accept this one. If they refuse, their claim will be closed, they cannot enter a cooling off period for this 
Claimant Commitment. The claimant must wait until the following day if they wish to submit a new claim 
for Universal Credit.

Second Opinion Requested
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Claimant Accepts and Signs Their Claimant Commitment

Once you have explained all the options available to the claimant you should give the claimant the 
opportunity to accept and sign their Claimant Commitment before leaving the Initial Work Search 
Interview.
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Is Second Opinion Request Made within Cooling Off Period?

If the request for a 2nd opinion is not received during the initial Work Search interview you should 
check if the request has been received during the seven calendar day cooling off period.

At the Initial Work Search interview the Claimant Commitment status would have been updated to 
show ‘Not accepted – in cooling off period’.  

WSP automatically sets a system task 7 calendar days from the day the Claimant Commitment was 
created. This system task is generated when, at the Initial Work Search Interview, the Claimant 
Commitment status is updated to ‘Not accepted – in cooling off period’.
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Second Opinion Requested Within Cooling Off Period

The WSP steps to take when the claimant requests a 2nd opinion on their Claimant Commitment:

 update the Claimant Commitment Status field to show the ‘Not Accepted – sent for second 
opinion’ option

 book a second opinion appointment for the claimant selecting interview type ‘Claimant 
Commitment Reconsideration Interview’.

Return
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You should advise the claimant that their request for a Claimant Commitment second opinion has been 
received outside the 7 calendar day cooling off period. 

If the claimant wishes to pursue a claim to Universal Credit advise them that their original claim has 
been closed and they must make a new application and accept a new Claimant Commitment.

Your next step is to save and close the claimant’s WSP record.

Return

Second Opinion Requested Outside Cooling Off Period
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Overview of the Second Opinion Interview

A claimant is attending for a Claimant Commitment second opinion interview.

You have already taken the following action:

You are now ready to conduct the review of their Claimant Commitment. 
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Conducting Second Opinion Interview

Select the process steps below to reveal further information:

Step 1

Step 2

Step 3

Step 4
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Conducting Second Opinion Interview

Select the process steps below to reveal further information:

Step 1

Step 2

Step 3

Step 4

During this interview you will review the original Claimant Commitment with 
the claimant and discuss with them the aspects they do not agree with and 
their reasons for this.

Some of this information may have been gathered in the previous interview
but this interview will go into more detail with the claimant in order to be able 
to decide whether the Claimant Commitment can be amended. 

The Claimant Commitment should only be changed, if in your opinion the work 
related requirements (including availability) were unreasonable.
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Conducting Second Opinion Interview

Select the process steps below to reveal further information:

Step 1

Step 2

Step 3

Step 4

Where appropriate you should challenge the reasons given by the 
claimant for them not accepting the content of the original Claimant
Commitment. 
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Conducting Second Opinion Interview

Select the process steps below to reveal further information:

Step 1

Step 2

Step 3

Step 4

You should evaluate the information provided by the claimant taking into
account the following factors:

• The claimant’s objections.
• Any additional information provided.
• The work readiness of the claimant. 
• Any personal circumstances/life event / health condition making it more        

difficult for the claimant to find and take work.
• Any special arrangements in place / additional support and provision 

available to tackle these circumstances.
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Conducting Second Opinion Interview

Select the process steps below to reveal further information:

Step 1

Step 2

Step 3

Step 4

You will decide on the outcome of the second opinion review and advise the 
claimant accordingly.

The outcome of this review will either be the Claimant Commitment has been 
updated/changed or the original Claimant Commitment is upheld.

If the Claimant Commitment is changed and the claimant signs (accepts) the
revised one, their original date of claim will stand and their claim will proceed.

If the Claimant Commitment is not changed the Universal Credit claim will
become a claim not pursued and the claimant will not have the option to sign
(accept) the original Claimant Commitment.
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Accepted Original Claimant Commitment Needs Amending  

You have accepted that the original Claimant Commitment needs amending. 

The Claimant Commitment is updated by amending the Claimant Commitment data gather in the 
Claimant Record. You should not edit the word version of the document Claimant Commitment that is 
being viewed.

You will now have the opportunity to view how to access the Claimant Record from the Claimant 
Commitment Preview screen.
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Claimant Commitment Screen: Amending Personal Record 

We are currently 
looking at 
Finbar 
Saunder’s 
record in the 
Claimant 
Commitment 
Preview screen.    

To amend Mr 
Saunder’s
Claimant 
Commitment 
details, you 
must first select 
the live 
Hyperlink 
(single click).  
His full claimant 
record will now 
be displayed
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Regarding updating the original Claimant Commitment you should refer to previous learning in this 
module on how to create a Claimant Commitment.

If the claimant accepts the updated Claimant Commitment you should refer to the previous topic in this 
module about when a claimant accepts their Claimant Commitment at the Initial Work Search interview. 

Accepted Original Claimant Commitment Needs Amending  
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No Amendments Appropriate or Claimant Does Not Accept 
Revised Claimant Commitment

Inform the claimant that
if they wish to make a 
claim for Universal 
Credit, they must 

submit a new claim to
it online. 

Advise the claimant 
that they need to 

wait until the following
day before making 

the new claim.

You should update the 
Claimant Commitment
status to "Claim Not 
Pursued" on WSP To
take this action you 

should select  "Claim
Not Pursued" from the
Claimant Commitment 
status dropdown list.

Taking this action on 
WSP is demonstrated
in the previous learning
in this module on how 
to create a Claimant 

Commitment.

You should 
"save and close" 
the WSP record 
from the ribbon.
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Claimant Commitment Not Accepted 

You have now updated the Claimant Commitment status on WSP.  

After updating the claimant’s WSP record you will access Universal Credit Core via the Agent Portal to 
update the claimant’s Universal Credit account to show the Claimant Commitment has not been 
accepted.
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No Contact during Cooling Off Period

When the Claimant Commitment for a new claimant in the All Work Conditionality Group has not been 
accepted and the cooling off period has expired, a WSP task is generated.

You will need to take the following action:

 update the Claimant Commitment Status field in the claimant record on WSP

 access the Universal Credit core system and update to show ‘Claimant Commitment is not 
signed’ and the Claimants Universal Credit claim is terminated.
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See It Try It Know It

You will now have the opportunity to practice the action to take when a Cooling Off Period 
has ended. 

Select ‘See It!’ for a demonstration, ‘Try It!’ for a guided walkthrough, or ‘Know It!’ to 
practice on your own.

Cooling Off Period Ended



pic Summary

s module you have learned to:

 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 any of their 
requirements and how this will affect their Universal Credit payments.

 record the required information on WSP

 preview and print the Claimant Commitment

 establish whether the claimant accepts the Claimant Commitment or not


