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UCDMA006 Sanctions Workshop  
Handout HO5.1 – Process Overview (Low and 
Lowest Sanction Failure) 

Basic Process 

Note: The claimant may 
explain the reason for their 

failure in writing (to the 
Account Developer), by phone 

(to the Telephony Agent) or 
face-to-face (to the Work 

Coach). If the claimant is on 
an Employment Programme 

they may contact the provider. 

Claimant fails to comply 

AD or WC attempts to 
phone claimant to 

establish reason.  Letter 
sent if no contact. 

Work Coach or 
Programme Provider 

informs Account 
Developer.  

AD DM makes non-
complex decision and 

imposes sanction. 

AD DM considers whether 
case is non-complex 

AD DM refers to Decision 
Maker for complex 

decision. 

Account Developer refers 
case to AD DM 

Claimant has explained 
the reason for their failure 

Claimant hasn’t explained 
the reason for their failure 

Note: The Provider may 
contact the Account 

Developer by e-mail or post.  
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UCDMA006 Sanctions Workshop  
Handout HO5.1 – Process Overview (Low and 
Lowest Sanction Failure) 

Failure to Attend (FTA) 
 

Claimant Fails to Attend WFI 

Is this the 2nd FTA since 
last attendance? 

Work coach checks for O/S change of 
circumstances. Change exists? 

Establish 
caller ID and 

discuss 
reasons with 

claimant 

Good reason 
or TaS for 1st 

FTA? 

Can claimant 
be treated as 

late? 

FTA prompt 
by SMS or e-

mail to 
claimant. 

Set CAMLite 
task for AD 

FTA not sanctionable 
Cancel appt. on WSP 

(Only applies to changes 
that affect conditionality) 

1st FTA or 
good reason 

accepted for 1st FTA Attempt to 
contact claimant 

by phone 
successful?  

Can good reason 
or TaS be given?  

Complete action and arrange 
for claimant to be interviewed 

FTA action 

Refer to DM 

Book new WFI to allow 
claimant to re-engage 

F2F  

Allow FTA task to 
generate overnight 

Telephone 

Record doubt in 
WSP. Was apt F2F 

or Telephone? 

No Yes 

Yes No 

Yes 

No 

Yes 

No 

Yes 

No 

Yes 

No 


