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Topic Topic title Duration 

01 Introduction 90 minutes 

02 Case Studies 90 minutes 

03 Summary and Close 30 minutes 

Total duration of all topics 
3 hours 30 
minutes 

 

Important Information: 
 
 
 
 
 

Please note that the following job roles are required to 

complete every topic within this module: 

 Account Developer 

 Telephony Agent 

 All Team Leaders 

 Service Line Teams 

 FTA Teams 

The Universal Credit Learning Journey has a full list of 

all the learning modules required for each Job Role and 

the order in which they should be delivered/completed.   

This can be viewed on the LDO Support Site. 

All the technical learning modules as per the learners 
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Learning Journey must been completed.  Failure to do 

the above will make this piece of learning ineffective. 

Further learning available includes: 

 Effective Communications 

 Handling Challenging Calls in a Telephony Environment 

 Active Listening 

 Going the Extra Mile. 

Learners should be signposted to these Civil Service 

Learning events where appropriate. 
 

 

 

 

 

 

Show Slide 01 – Module Title 

 

 

 

 

 

Before delivery of this module you should familiarise 

yourself with the contents of the Facilitators Preparation 

Pack. 
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Topic 01 - Introduction 
 

 

 

 

 

Show Slide 2 – Topic 01 - Introduction 

 

 

 

 

 

Show Slide 3 – Module Aims and Objectives 

 

Aims 
 

This workshop aims to provide you with an opportunity to 

explore communicating sanction decisions effectively. 

 

Objectives 
 

By the end of this workshop, with the aid of any reference 

material, you will be able to: 

 

 Explain the key and cultural messages about sanctions 

 Explain the background to the event 

 Take the required action to reduce the number of calls 

received to re-book appointments 

 Demonstrate how to effectively and positively 

communicate the message about the claimant’s 

responsibilities for receiving payment of Universal Credit 

and the reason why a reduction (sanction) in their 

Universal Credit payments may be made if they don’t 

fulfil their responsibilities. 
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If required, conduct welcome, domestics, introductions 

and contracting as laid out in the Generic Facilitators’ 

Pack. 

You may wish to ask learners to ‘interview’ each other 

and find out their names, etc. in order to encourage the 

group to start discussions. It can be useful to start with 

an additional question about their experience of giving a 

sanction decision to a claimant. 

 

Background to the event 

This workshop has being developed to support the learning 

requirements identified from a review of Sanctions that was 

carried out in 2014.   

The independent review, which looked at JSA sanctions for 

people on mandatory back to work schemes, was done by 

Matthew Oakley so it is known as the Oakley Review or 

report. 

Matthew Oakley said: “While the majority of those 

sanctioned do understand what is expected of them, more 

needs to be done to help the most vulnerable.  

The recommendations in my review will ensure that all 

claimants know when and why a sanction will be applied and 

give them the information they need to challenge that 

decision and claim the financial help that they might need.”  
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Show Slide 4 – Oakley Review 

 

Oakley made recommendations around three main themes: 

 Making sure we communicate well and that claimants 

understand how sanctions work and their responsibilities  

 Clarifying the jobcentre/provider responsibility so 

claimants are clear on who they should be engaging 

with and what activity they should be carrying out when 

they are in receipt of JSA and taking part in the work 

programme  

 Making sure that the safeguards in place meet the 

needs of the most vulnerable. 

 
 

 

The Department recognised the importance of telling 

claimants about sanctions for all benefits, including 

Universal Credit.  

This workshop gives you the opportunity to discuss and 

practice the skills and behaviours that you use when you 

explain sanctions with claimants. 
 

 

 

 

 

 

Oakley said that claimants should understand sanctions 

and their responsibilities. With that in mind, when do we 

need to tell claimants about them? 
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Expect the learners to say that claimants should be told 

about sanctions: 

 At the beginning of the claim 

 When the claimant is required to do something and the 

penalty for not doing it could result in a sanction 

 When the claimant has done something and they are 

required to show good reason, otherwise a sanction 

could be imposed 

 When a sanction has been imposed and the claimant 

wants to know more about it. 

 
 

 

 

 

 

 

Oakley said that we need to make sure that the 

safeguards are in place meet the needs of the most 

vulnerable.  

Who do we class as vulnerable claimants? What 

safeguards are in place for vulnerable claimants? 
 

 

 

 

 

 

 

Expect the learners to explain that vulnerable claimants 

are: 

 individuals with complex needs, or  

 individuals who require additional support to access our 

services. 

Complex needs are difficult personal circumstances and/or 
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life events that affect the ability of the individual to access 

DWP benefits and use our services. 

 Examples may include:  

 disabled people 

 care leavers 

 people who misuse alcohol or drugs 

 caring responsibilities 

 victims of crime 

 people who have been victims of domestic violence. 

This list is not exhaustive.  

Safeguards that are in place include: 

 markers to remind us that we are speaking to someone 

with complex needs 

 reminder letter sent to request good reason (extension), 

if there is no response to the first letter  

 DWP Visits go and see the claimant if they do not 

respond to the request for more information 

 Sanction Decisions are explained at face-to-face 

interviews with the Work Coach. 
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As part of the Sanctions Review it was decided that 

vulnerable claimants will have the sanction explained in 

a face-to-face interview. The Account Developer will 

book an interview with the Work Coach when the 

decision letter is issued. 
 

 
 
 
 
 

Check that learners know the process for claimants with 

complex needs. Then check whether they have any 

questions or issues before moving on. 
 

 

 

 

 

 

Currently the Department takes over 6000 calls a week 

from claimants who have failed to attend and need to re-

book appointments and give their reasons. 

Lead a discussion around why there are this many calls. 

Do the learners think that the message about the 

claimant’s responsibilities is being communicated? 

What can we do to influence the claimants and reduce 

the number of calls? 

Allow time for the learners to discuss any issues that 

they might have about talking about sanctions with 

claimants, for example fear that the claimant might take 

the news badly. Allow time to reflect on the techniques 

they can use when giving bad news.  

One of the key skills for Service Centre staff who deal 

with phone calls is listening to what the claimant says 

D
is

c
u

s
s
io

n
N

o
te

D
e
s

ig
n

e
rs

 N
o

te



 
 

        August 2015 
 

V10.2(Rev)       Page 11 of 71 

 

UCDMA 023 Sanctions Review Case Studies – 
Service Centre  

and teasing out information which the claimant may be 

reluctant to give.  

Check what techniques the learners use. Expect them to 

mention: 

 Repeating what the claimant has just said, using 

different words to show we understand what they have 

said 

 Summarising 

 getting them to answer questions about the 

conversation to check they have understood, for 

example, when an appointment has been rebooked (and 

depending on the tone of the previous conversation) 

where will you be at 10:30 on Wednesday? 

Service Centre staff should feel comfortable in trying to 

change the claimant's mind by reiterating how important 

it is that the claimant attends.   

Ask whether they feel confident in asking why claimants 

are not going to attend and challenging their plans 

when it is not good reason. For example, ‘why can't you 

take your children to Southend tomorrow and go into 

the jobcentre today?’   

They should also feel confident in speaking about the 

potential sanction, for example: 
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 have you had any sanctions before?  

 what was that for?  

 Are you aware that your benefit could be reduced for at 

least 14 days (or however many the fixed period would 

be this time given previous sanctions) because you're 

not prepared to change your plans and go and see you 

Work Coach today (or whenever the appointment is for).    
 

 
 
 
 

Learners will already be familiar with a variety of 

techniques through previous learning like Core Key 

Skills for Excellent Customer Service and Keeping Safe. 
 

 

 

 

 

 

If learners raise concern that they won’t meet an 

‘expectation’ to get a certain percentage of sanctions if 

the claimants know about them, remind them that there 

are no targets for sanctions.  
 
 

 

 

 

 

 

 

Lead a discussion about what we can say to explain the 

reason behind sanctions. 

Expect the learners to mention the following: 

 Sanctions remind claimants that there are conditions for 

receiving benefit 

 The claimant understands that they have responsibilities 

and that they are reinforced by having sanctions 

 Sanctions are not about punishment. They are about 
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encouraging people to job search relentlessly until they 

are successful.  

 If claimants don’t do what they have committed to do, 

they should not get paid benefit. 

 Claimants should be doing all they can to prepare for 

work, get work, more work, or better paid work and 

move away from benefit dependency. The Labour 

Market expectations are defined by considering their 

circumstances, conditionality group and labour market 

regime.  

 The closer the claimant is to work ready the more they 

should be doing to progress into work and the more they 

are expected to do.   
 

 

 

 

 

 

Sanctions are there to improve and increase the level of 

claimant compliance. If explained well the number of 

calls about failure to attend, and the number of 

sanctions, will reduce as claimants do all they can to 

meet the conditions for receiving Universal Credit. 
 

 

 

 

 

 

Ask the learners to form into four groups. Give each 

group flip paper and ask them to note what they would 

say to a claimant about sanctions in one of the 

following circumstances: 

 At the beginning of the claim 
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 When the claimant has agreed to do something and 

there could be a sanction if they do not do it 

 When the claimant has done something that could result 

in a sanction unless they can show good reason 

 When a sanction has been imposed. 

After two minutes ask the groups to circulate to the next 

flip and consider what has already been written and 

whether they have any suggestions. The learners 

should spend two minutes considering each scenario.  

Check the progress among the groups and, if 

necessary, remind them to communicate the message 

positively highlighting the claimant’s responsibility. 

After the groups have circulated once, display the flips 

and check the statements held. Highlight the positive 

ways that we can use to communicate conditions of 

entitlement and claimant’s responsibilities. 
 

 

 

 

 

 

Expect the following points to be raised: 

At the beginning of the claim: 

 an explanation of why sanctions exist 

 an explanation that the severity (length) of the sanction 

is linked to the level of the requirement. For example, 

refusing to take a job or giving up a job without good 
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reason will attract a minimum 3 month sanction whereas 

not updating your CV will attract a minimum 7 day 

sanction 

 Explain that the amount of reduction when a claim is 

sanctioned is a daily amount equivalent to the standard 

allowance for High, Medium and Low Level sanctions 

and 40% of the standard allowance for Lowest Level 

claims 

 Explain that the claimant's reasons for failure and their 

circumstances are always taken into account before a 

sanction is imposed and if they have good reason for 

failing they will not get a sanction. 

 Explain that some sanctions, for example for failure to 

attend, include an open-ended period until the 

requirement is met. 

 Give them the choice of whether they want to discuss 

the detailed sanctions info in the CC pack now or 

whether they want to read at their leisure.  

 Set clear requirements, including information about 

whether they are compulsory or voluntary, in the 

Claimant Commitment. Ensure that it is clear what the 

claimant needs to do and what they should do if they 

cannot carry it out, as well as the consequences.    
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When the claimant has agreed to do something and 

there could be a sanction if they do not do it: 

 we will tell them clearly what is expected of them and 

what they should do if they realise they cannot carry it 

out 

 we will tell them what sanction they will get if they do fail 

without good reason.  

 for example, as this would be your second sanction the 

fixed period would be 14 days in addition to the days 

between xx/xx/xx (the date set for completion of the 

requirement) and you completing your CV/attending a 

rearranged meeting 

 We should explain that good reason means we expect 

them to do everything reasonable to meet the 

requirement, but we understand that sometimes things 

happen like illness, cars breaking down, etc. and if this 

happens they should tell us as soon as possible.   

When the claimant has done something that could 

result in a sanction unless they can show good reason: 

 We need to explain that there is the potential for a 

sanction 

 We need to ensure that we have asked probing 

questions and summarised the claimant’s responses 
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and given them a clear opportunity to provide good 

reason 

 we should make sure we get as much information as 

possible from them about the reasons why and realise 

that in some cases it takes a series of questions to get 

to the real answer. 

 For example, if someone says they FTA because they 

overslept we need to ask for more information: 

 did they set an alarm? What happened?   

 Were they over-tired? Are there circumstances that 

contributed to the tiredness? (Examples could be health 

issues or a young child who was poorly.) 

 We need to explain what will happen next 

 We need to be clear on exactly how they end any open-

ended part of a sanction. 

When a sanction has been imposed: 

 When we impose a sanction we should say exactly what 

it is for 

 We need to explain how it has been worked out, for 

example, as this is your second sanction the fixed 

period is 14 days. In addition there is a period because 

of the days between xx/xx/xx (the date set for 

completion of the requirement) and you attending the 
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rearranged meeting 

 Also we need to be clear on exactly how they end any 

open-ended part of a sanction.   

 We need to be sure they understand why the sanction 

was imposed 

 We should be sure they know they can apply for 

Recoverable Hardship Payments (and how to do this) if 

applicable 

 We should encourage them not to get any more 

sanctions after this one and how they can do that.   
 

 

 

 

 

 

Display the flipcharts for the remainder of the event. 

Explain that the learners may wish to refer to some of 

the suggestions when they come to the case studies. 
 

 

 

 

 

 

Show Slide 5 – Why we have Sanctions 

 

Benefit sanctions are a longstanding part of the benefit 

system and encourage claimants to engage with the support 

on offer. 

Sanctions help claimants understand the seriousness of 

their search for work. They are there to improve and 

increase the level of claimant compliance. 

We need to understand how sanctions work, so that we can 
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apply them fairly and explain them clearly. 

We should explain sanctions whenever possible so that 

claimants become more aware of their role and 

responsibilities while claiming Universal Credit. 
 

 
 
 
 
 

Check if there are any questions or issues, before 

moving on. 

 

 

 

 

Topic Summary 
 

 

 

 

 

Show Slide 6 – Topic Summary 

 

In this topic you have learned: 

 

 about the key and cultural messages about sanctions 

 the background to the event 

 how to effectively and positively communicate the 

message about the claimant’s responsibilities for 

receiving payment of Universal Credit and the reason 

why a reduction (sanction) in their Universal Credit 

payments may be made if they don’t fulfil their 

responsibilities. 
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Topic 02 – Case Studies 
 

 

 

 

 

Show Slide 7 – Topic 02 – Case Studies 

 

 

 

 

 

Show Slide 8 – Topic Aims and Objectives 

 

Aims 
 

This topic aims to give you the opportunity to display the 

skills and behaviour required to communicate with the 

claimants about sanctions, as recommended in the Oakley 

Review.  

 

Objectives 
 

By the end of this topic, with the aid of any reference 

material, you will be able to: 

 

 identify the messages that should be communicated to 

the claimant 

 demonstrate the behaviours and skills that you use 

when you talk to claimants about sanctions 

 demonstrate effective and positive communications 

about the claimant’s responsibilities for receiving 

payment of Universal Credit and the reason why a 

reduction (sanction) in their Universal Credit payments 

may be made if they don’t fulfil their responsibilities. 
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There are four case studies, ranging in complexity, 

which are designed to prompt discussion. Two are 

Failed to Attend, as these generate the most phone 

calls.  

You should aim to work through all of the case studies. 

This brief outlines the discussion points and expected 

responses. 

This topic is the core of the learning, as the learners 

demonstrate their interviewing skills, through 

discussion. 
 

 
 
 
 

 
 

 
 
 
 
 

Listen for and highlight where learners demonstrate 

positive ways to communicate the message about 

conditions of entitlement positively and effectively. 

Consider active feed-forward if you feel that learners are 

not communicating in the required manner. 

 

 

If the learners are involved in booking work-related 

interviews, ask them to consider how they reinforce 

conditions of entitlement and the claimant’s responsibilities 

when they invite them to an interview.   

Do they tell the claimant that non-attendance could result in 

their benefit being affected?  

How could they give that message? 
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During the discussion, ask the learners to give the message 

in their own words. If jargon is used, ask how they can 

rephrase the sentence. For example, we should avoid using 

the word sanction and making reference to specific sanction 

levels. 

Expect the learners to cover the following points: 

 We can use the Claimant Commitment to explain that 

they have accepted responsibility to attend interviews 

 We can tell the claimant that work-related interviews (for 

example, Work Search Reviews or Work Focused 

Interviews) are an important way to help them focus on 

getting work, so it’s important that they attend 

 Tell the claimant someone here will be waiting to see 

them 

 We can explain that the law says that, if a person fails to 

attend a work-related interview without good reason, 

their Universal Credit payments may be reduced. For 

example, good reason may be ‘I have an appointment 

this afternoon, but I can’t make it as I have a job 

interview'.  

 We can show empathy with the claimant by explaining 

that we wouldn’t want them to lose money so they 

should make sure to attend their appointments on time 
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 If they cannot attend on time, for example because the 

bus is late or they are too ill to leave the house or they 

are working they should phone us at once to let us know    

 Ask the claimant how they remember important things 

such as meeting people for a night out so we can 

suggest they use their normal methods to remind them 

of their Universal Credit meetings.   

 If they don't already have a method, suggest giving them 

some basic options, for example to write down 

appointments or stick them to their fridge. We can also 

say that some people find it helpful to put reminder 

alarms in their phones. 

This list is not exhaustive. 

We are now going to work through a number of case 

studies, which may be at different stages in the claim. For 

each case study we will consider what we should say to the 

claimant to explain what is happening with their payments. 
 
 

 

 
 
 
 
 

Explain that while you work through the case studies 

you (the facilitator) would like to hear how the learners 

would say things to the claimant, so if they have a 

message to give to the claimant in the case study they 

should speak to you as though you were that claimant, 

for the purposes of this exercise.  
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As a group they will use the communication skills they 

have learned in previous events and apply them to the 

DMA process. 

 

 

 

Case Study 1 – Anthony Brown 
 

 

 

 

 

 

Show Slide 9 – Case Study 1 – Anthony Brown 

 

 

The claimant has failed to attend a Work Search 

Interview and does not make contact until he receives a 

letter asking him to contact Universal Credit. 
 
 

 
 Show Slide 10 – Case Study 1 – Details 

Mr Anthony Brown, age 28, is in the All Work Related 

Requirements Conditionality group, intensive work search 

regime. 

At Mr Brown’s regular worksearch review on 18 February 

2015, he is asked to attend a work focussed interview (WFI) 

on 02 March 2015 at 2:30pm. 

The member of staff reminds him that his Claimant 

Commitment advises him to contact number provided 

immediately if he is unable to attend the WFI. 

The importance of attending this interview has already been 

fully explained to Mr Brown. Before leaving the office, the 
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Work Coach/Assistant Work Coach is confident Mr Brown 

understands the consequences of not attending this 

interview. 

However, he fails to attend his WFI and does not contact the 

Service Centre. 

The Work Coach was unable to contact Mr Brown so a UC72 

was sent to ask him to contact the office to arrange another 

appointment and to give his reasons for not attending his 

work focussed interview on 02 March 2015. 

 Mr Brown rings the Service Centre on 09 March 2015. 
 

 
 
 
 

 

 

 

 

 

Show Slide 11 – Gathering the Evidence 

 

 

 

 

 

 

When Mr Brown contacts the office on 9 March 2015 

what questions do we need to ask him? 

 

 

 

 

 

 

Expect the learners to ask: 

“Can you please tell me why you did not attend your 

interview?” 
 

 
 
 
 
 

When the learners have asked the question, you should 

give Anthony's reason for failing to attend his interview. 

Encourage the learners to interview you, as if you were 

Anthony. 

Anthony’s reason is that he couldn’t get his car out 
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because of heavy snow fall. He said that his street had 

not been gritted. 
 

 

 

 

 

 

 

Lead a discussion about how the learners gather the 

information, answering the questions they ask you (as 

Anthony) in order to gather more evidence. 

Explain that they will gather and capture all the details 

about why Anthony didn’t attend his appointment. 

Ask them to outline what they say to explain why they 

are asking for reasons. 

Through the ‘interview’ expect to cover the following 

points: 

 Though the snow fall was unexpected, it wasn't 

particularly heavy. It had settled on the road, but didn't 

prevent vehicles running.  

 Anthony is nervous about driving in snow and will not do 

so. 

 Anthony did not check whether the buses were running. 

He assumed they wouldn't be. 

 It would take him 15 minutes to walk to the bus stop. The 

snow wasn't heavy, he could have walked. He just didn't 

want to go out in the snow and wait at a cold bus stop. 

 He says he tried to call the Jobcentre a couple of times 

D
is

c
u

s
s
io

n



 
 

        August 2015 
 

V10.2(Rev)       Page 27 of 71 

 

UCDMA 023 Sanctions Review Case Studies – 
Service Centre  

but no one answered immediately, so he assumed it was 

shut. 

Encourage the learners to ask more probing questions, 

for example: 

 Ask Anthony how far he lives from the office and how 

long it would have taken him to walk if no buses were 

running. 

 Checking with Anthony whether he did as much as he 

possibly could to get to his appointment. For example, 

could have caught a bus or walked? Could he have 

checked online about whether buses were running?  

In Anthony’s case, he has access to a computer and could 

have checked whether the buses were running. He has no 

health conditions and lives three miles from the office. 

How will they explain what the result of the failure to attend 

could be? The potential for a sanction should be explained 

so that the claimant understands their responsibilities. 

Explain that we expect them to always do as much as 

reasonably possible to meet their requirements. 

The appointment will have to be rearranged. The fact that the 

sanction will have an open-ended period will also need to be 

explained. As he has made contact on 9 March 2015, any 

sanction will apply for the number of days from the 

appointment (2 March) to the day before he contacted us (8 
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March), but only so long as he attends the rearranged 

appointment.   

Encourage the learners to say how they explain good reason 

and sanctions, for example: 

 While you are looking for work, you have to do 

everything that you can to find a job, including coming in 

for interviews. If you miss an interview, we may have to 

refer your claim to a Decision Maker. They will decide 

whether your Universal Credit payments will be cut 

because you did not attend your interview. 

Ask them to summarise the conversation at the end. For 

example, by saying something like: ‘It’s important that you 

attend all your appointments or let us know that you can’t 

attend as soon as possible or your Universal Credit payment 

may be reduced.’ ‘Do you understand what you have to do if 

you don’t attend your appointment and what will happen if 

you don’t let us know?’ 
 

 
 
 
 
 

During the discussion, encourage the learners to use 

their own words. If jargon is used, ask them how they 

can rephrase the sentence. 
 

 

 

 

 

 

The office wasn’t closed on that day and other 

claimants managed to attend, so does Mr Brown have 

good reason for not attending his interview?   
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No. 

 

 

 

 

 

 

Have a discussion around this to ensure that everyone 

in the room understands that we cannot accept 

Anthony's reasons, and that it must be referred to the 

Decision Maker. 

Ask them to demonstrate how they would tell Mr Brown 

that they are referring the doubt to the DM. 

Points to cover: 

 We should always firstly consider if any of the Treat as 

Straightforward (TaS) provisions can be applied 

 Adverse weather conditions is one of the TaS 

provisions, but we must consider if the local conditions 

were such that the claimant could not reasonably be 

expected to attend 

 In Anthony's case, it was reasonable for him not to drive 

his car, but it would have been reasonable to expect him 

to check if the buses were running, walk to the bus stop 

or to the office, and made more of an effort to contact 

the office. 

 We should explain to Anthony Brown that as he has not 

provided good reason his case will be referred to a 

Decision Maker and what will happen next. (For 
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example, the decision will be sent to him in writing, how 

long it will take to receive the decision, if known, and 

when any sanction would affect his payments.) 
 

 
 
 
 
 

In this case the Decision Maker decides that Anthony 

does not have good reason for failing to attend his WFI 

and imposes a sanction.  Letter UC96 was issued to him 

giving details of the sanction. 

Anthony rings to ask for an explanation of the decision. 
 
 

 
 

 
 

 

 
 

 
 
 
 
 

Show Slide 12 Handout UC96  

 

 

 

 

 

 

Refer the participants to Handout 01 – UC96 

 

 

 

 

 

 

Show Slide 13 – Explaining the Decision 

Anthony Brown’s case was referred to the Decision Maker 

and they decided no Good Reason was given and he was 

sanctioned. UC96 was issued to him.  

Mr Brown rings and asks for an explanation. 
 

 

 

 

 

 

How would you explain the decision? 
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Lead a discussion about how the learners would explain the 

decision. 

Expect learners to say that they would give a basic 

explanation, using relevant system access and any forms or 

leaflets that the claimant has access to. 

Expect them to say that they would listen to any concerns 

that the claimant has and if he provides more information 

they would deal with it accordingly. 

 

Suggested basic explanation would depend on the claimant. 

You would explain that the reasons Anthony provided did not 

amount to good reason because he had not made 

reasonable efforts to attend his appointment. 

The explanation could restate what Universal Credit expected 

of him, for example what we consider reasonable for him.  

A Basic Explanation should cover the following points: 

We’ve now looked at all the information we have, including 

everything you’ve told or sent us.  

Unfortunately, the Decision Maker has decided that you failed 

to attend a Work Focused interview on 02/03/2015 without 

good reason.  

 When you claimed Universal Credit you accepted your 

Claimant Commitment. 
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Your Claimant Commitment sets out what you agreed to do 

to prepare for and look for work. It’s your record of the 

responsibilities that you accepted in return for receiving your 

Universal Credit and states the consequences of what may 

happen if you don’t meet them. 

Your Claimant Commitment clearly states what may happen 

if you fail to meet your responsibilities. It explains your 

payments will be cut if you fail to meet any of your 

responsibilities without a good reason. 

 

The level of Anthony’s reduction depends on the requirement 

he has not meet, his age and the conditionality group he is in. 

During a period of sanction an amount equivalent to the 

claimant's standard allowance, calculated as a daily amount, 

is not payable. 

If we use amounts we also need to say that they are based 

on his circumstances now.  If anything changes between now 

and his next payment this amount could change.  

Anthony’s Universal Credit payments will be reduced.   

You must be sure that Anthony understands that, because he 

didn’t attend his interview without good reason this has 

meant his Universal Credit payments have been reduced. 

For example, by telling Anthony the amount of his reduction 

to his payments using the information shown on his LT54: 
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 “You won’t receive your standard allowance of Universal 

Credit. 

Your payments will be reduced for a total of 14 days. This is 

made up of two parts.  

The first part is for 7 days, which is the number of days from 

when you failed to attend your appointment (from the 

02/03/2015 up to and including the 08/03/2015 the day 

before you contacted us). 

This is followed by a fixed period of 7 days. 

(We can use leaflets, for example the Claimant Commitment 

Pack, to explain the fixed period if he says he has it with 

him.)  

This means that the total sanction period to be applied to 

your payments is 14 days. As you have no previous 

sanctions this is the Total Outstanding Reduction Period 

(TORP). 

You’ll lose this money from your next payment of Universal 

Credit. 

 “If you think we have overlooked something, or you have 

more information that affects the decision, I can take those 

details and send them to the Decision Makers so they can 

reconsider their decision.   
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If he did not seem satisfied by the basic explanation of the 

decision, you would explain that Anthony could have a 

detailed explanation, which will be in writing. For example, “I 

can ask for a Decision Maker to give you a more detailed 

explanation if you wish”. 

If you think of something that you think the Decision Maker 

should know later, please let us know within one month of the 

date of the decision letter.  When we have looked at what you 

have told us, we will send you a letter to tell you what we’ve 

decided and why. We call this letter a ‘Mandatory 

Reconsideration Notice’. 

If you are not satisfied and disagree with the Mandatory 

Reconsideration Notice you can appeal to a Tribunal.  You 

must wait for the Mandatory Reconsideration Notice before 

you start an appeal. 

You can apply for Recoverable Hardship Payment while your 

Universal Credit payment is reduced.  You will have to repay 

these once your sanction ends. 

Remind Anthony again about the importance of attending his 

interviews and the consequences of not meeting the 

conditions on the Claimant Commitment. 

Ask him if there is anything else he wants to tell us, as this 

will give him another chance to give information that could 

affect his conditionality. 
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Anthony Brown wants to know more about Recoverable 

Hardship Payments. How would you explain them to 

him? 

 

Expect learners to cover the following points: 

 Recoverable Hardship Payments are payable when you 

have no other resources to meet the most basic essential 

needs for accommodation, heating, food or hygiene costs 

 You must submit an approved application and provide 

information and evidence as required to support the 

application. We can book an appointment for that 

 If hardship payments are made they are recoverable 

from benefit, once it is no longer reduced by sanction 

 You must have complied with all the work related 

requirements that you were required to comply with in the 

7 days preceding the day on which they made an 

application for hardship 

This list is not exhaustive. 
 

 

 

 

 

 

With Low Level sanctions, we would only recommend 

an application for a Recoverable Hardship Payment 

when the claimant has complied, as compliance is one 

of the conditions of receipt. 
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How will you know if Anthony has understood this 

explanation? 

 

By asking if he understands. You can also listen for his tone 

of voice, consider any questions he asks and summarise the 

discussion. 
 

 
 
 
 
 

You have completed the first case study. Check whether 

the learners have any questions or issues before 

moving onto the next one. 
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Case Study 2 – Elaine Cooper 

 

 

 

 

 

 

Show Slide 14 – Case Study 2 – Elaine Cooper 

 

 

In this case study, the claimant has failed to attend her 

Worksearch Review.  

Elaine has already had a low level sanction imposed for 

the same reason in December 2014. 

 
 Show Slide 15 Case Study 2 – Details  

Miss Elaine Cooper age 28 is in the All Work Related 

Requirements Conditionality group. 

She fails to attend her Work Search Interview on 20/07/2015.  

A letter is sent to Miss Cooper asking her to contact the 

service centre as soon as possible to arrange another 

interview, and to explain why she didn’t attend on 

20/07/2015. 

Miss Cooper contacts the office on 23/07/2015 before she 

receives the failed to attend letter. Another appointment is 

arranged for the following week, which she subsequently 

attends. 

Miss Cooper says that she forgot to attend the interview on 

20/07/2015. 
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Remind the learners that you would like to hear how 

they would say things to the claimant, so if they have a 

message to give to the claimant in the case study they 

should speak to you as though you were that claimant, 

for the purposes of this exercise. 

 

 
 
 
 
 

Show Slide16 – Gathering the Evidence  

 

When Miss Cooper contacts the office on 23 July 2015, she 

says that she forgot to attend her interview on 20 July 2015. 

What questions will you ask her? 

 

Encourage Elaine Cooper to give any reasons that may have 

contributed to, or caused her to forget her appointment.  

Make sure you explain to her that it is important she gives 

you her reasons for not attending. 

 

In this scenario Elaine Cooper says she forgot to attend, but 

does not elaborate or give reasons. Lead a discussion about 

how the learners gather the information, what they say to 

explain why they are asking for reasons and how they 

explain what the result of the failure to attend could be. 

Expect the learners to cover the following points: 

 We need to check the claimant’s circumstances, there 

could be a reason for her forgetting (for example an 
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emergency or medical condition) 

 The potential for a sanction should be explained so that 

the claimant understands their responsibilities and that 

any sanction is as a result of their action. 

 Discuss ways that the claimant may use in future, so 

they don’t forget again. 

Encourage the learners to say how they explain good reason 

and sanctions, for example: 

 You have said that you forgot. Did it simply slip your 

mind, or was there another reason that kept you 

occupied?  

 What was the reason for you contacting us only now? 

 Was there a reason you haven’t contacted us until now? 

 One of the conditions for you receiving Universal Credit 

is that you attend interviews when arranged, so we can 

discuss the progress of your work search, support you in 

looking for work and ensure you are doing everything 

you can to look for work 

 As you have missed an interview, unfortunately I have to 

refer your claim to a Decision Maker. They will decide 

whether your Universal Credit payments will be affected 

as a result of not attending. 
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 I will rearrange the interview. Any reduction in your 

benefit will run for the number of days from when you 

failed to attend to the day before we rearrange the 

appointment, but only if you attend the new appointment. 

If you don’t attend the rearranged interview the sanction 

will continue. There will also be a fixed period. The 

length of the fixed period depends if you have had a 

previous reduction for a similar reason. 

 

During the discussion, encourage the learners to use 

their own words. If jargon is used, ask them how they 

can rephrase the sentence. 

You will gather and capture all the details about why Elaine 

didn’t attend her appointment. 

Elaine does not give any further information about why she 

forgot to attend her appointment. 

 

 

 

 

 

Have a discussion around this to ensure that everyone 

in the room understands that we cannot accept Elaine's 

reasons, and that it must be referred to the Decision 

Maker. 

Ensure that the learners understand that none of the 

Treat as Straightforward (TaS) provisions can be 

applied. 
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Show Slide 17 – Explaining the Decision 

 

The interview was re-arranged and Miss Cooper attended 

that one, as required. 

In Miss Cooper’s case no Good Reason was given for failing 

to attend the first interview and she was sanctioned. 

As this is Elaine's second low level sanction within the 

previous 12 months, her Universal Credit payments will be 

cut by 17 days (3 days before she contacted the office and a 

fixed period of 14 days). 
 

 

 

 

 

 

How would you explain the decision? 

 

 

 

 

 

 

Expect learners to say that they would give a basic 

explanation, using relevant system access and any 

forms or leaflets that the claimant has access to. 

Expect them to say that they would listen to any 

concerns that Elaine has and, if she provides more 

information, they would deal with it accordingly. 

 

 
 

 

 

 

 

 

Suggested Basic Explanation: 

You would explain that we expect Elaine to do all that is 

reasonable for her to meet their Universal Credit 
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obligations. 

On 20 July 2015 you failed to attend your worksearch 

review. You told us that you forgot to attend. However, 

you did not give us any further information. 

The Decision Maker decided that you failed to attend 

without good reason. Because of this your Universal 

Credit payments will be cut.  

That means you won’t receive your standard allowance. 

(The amount should be given, using the information 

shown on the LT54.) It should be pointed out that this is 

based on her circumstances now.  If anything changes 

between now and the next payment the amount could 

change but he can ring us when he gets paid if he's not 

sure the right amount has been deducted.  

Your Universal credit payments will be cut for a total of 

17 days. This is made up of 3 days before you got in 

touch with us and attended the re-arranged interview, 

followed by a fixed period 14 days.  

The reason the fixed period is 14 days is because you 

had your Universal Credit payments reduced for the 

same reason in December 2014.  

(We can use leaflets, for example the sanctions 

information within the Claimant Commitment Pack, to 

explain the fixed period.) 
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If the claimant still does not understand why a sanction 

was imposed after your basic explanation, you can offer 

a detailed written explanation from a Decision Maker. 

If you think we have overlooked something, or you have 

more information that affects the decision, let me know 

so I can send it to the Decision Makers and ask them to 

reconsider their decision.   

If you think of something later that you think the 

Decision Maker should know, please let them know 

within one month of the date the decision letter.  When 

they have looked at what you have told us, we will send 

you a letter to tell you what we’ve decided and why. We 

call this letter a ‘Mandatory Reconsideration Notice’. 

If you are not satisfied and disagree with the Mandatory 

Reconsideration Notice you can appeal to a Tribunal.  

You must wait for the Mandatory Reconsideration 

Notice before you start an appeal. 

You can apply for Recoverable Hardship Payment while 

your Universal Credit payment is reduced.  You will 

have to repay these once your sanction ends. 
 

 

 

 

 

 

Show Slide 18 – Handout 02 UC96 

 

 

 

 
Refer the participants to Handout 2 – UC96 
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Show Slide 19 – Additional Evidence 

 

As part of the basic explanation, you reminded Miss Cooper 

that if she had additional information she could tell you and it 

would be sent to the Decision Maker, for them to reconsider 

the decision. 

She tells you that she forgot about the interview because her 

3 year old daughter has been very poorly and she had to 

take her to the hospital. While she was at the hospital she 

lost track of the time.  She says that she has no partner or 

anyone else she can rely on to look after her daughter. 
 

 

 

 

 

 

What other questions would you ask her?   

 

 

 

 

 

 

Expect the learners to suggest asking: 

 Why didn't she give is this information when she 

contacted us on 23 July 2015? 

 On what date was her daughter taken ill? 

 On what date did she take her daughter to hospital?   

 Was it the day of her appointment? 

 Why did she not phone Universal Credit the following 

day? 

P
o

w
e

rP
o

in
t

Q
u

e
s

ti
o

n



 
 

        August 2015 
 

V10.2(Rev)       Page 45 of 71 

 

UCDMA 023 Sanctions Review Case Studies – 
Service Centre  

 How long was her daughter in hospital for? 

 Does she have any evidence from the hospital, for 

example, her daughter's discharge sheet? 
 

 

 

 

 

 

You may want to explain to Elaine Cooper that it would 

have been in her interest to tell us sooner about her 

child’s illness, because she will need to wait for a 

reconsideration and that may delay her payments. 

Ensure you gather the full information so that the 

Decision Maker has ALL the facts before making their 

decision and sanctions are not imposed needlessly. 
 

 

 

 

 

 

What else can Miss Cooper do?   

 

 

 

 

 

 

Expect the learners to suggest that she could apply for 

Recoverable Hardship Payments (RHP). 

The DM will reconsider the decision as a result of 

further information received.  While she waits for that 

decision she may be entitled to RHP. 

In addition, there is a possibility that Elaine is in the 

wrong conditionality group. They may need to obtain 

more information about Elaine’s circumstances. They 

should also consider her Claimant Commitment and 

whether that should be amended in light of her 

circumstances. 
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Check if the learners have any questions or issues 

before moving on to the next case. 
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Case Study 3 – Claire Thomas 
 
 

 

 

 

 

 

Show Slide 20 – Case Study 3 – Claire Thomas 

 

 
 
 
 
 

This case study demonstrates multiple failures within 

the same period. 

 

 

 

 

 

 

Show Slide 21 – Case Study 3 Details 

 

Mrs Claire Thomas is in the All Work Related Requirements 

Conditionality group, Intensive Work Search Regime.  

Her Claimant Commitment states that she must look for 

work for 35 hours per week. 

On 15 June 2015 Mrs Thomas attends a rearranged Work 

Focused Interview, where she is given a work preparation 

requirement to email an updated CV to her Work Coach by 

18 June 2015, so they can discuss it at her appointment on 

22 June 2015. 

The Work Coach explains to Mrs Thomas that if she does 

not comply with this requirement, her Universal Credit 

payments could be affected. 

Mrs Thomas attends the Work Focused Interview on 22 

June 2015 but she failed to email the updated CV on 18 
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June 2015. Mrs Thomas said the reasons for not updating 

her CV were that she wasn’t confident to do so without 

checking the internet for the latest guidance. She was going 

to write the CV on 17 June 2015, but lost her internet 

connection that day and she still has not been able to get 

online at home. 

She accesses the internet at the office and researches then 

prepares a new CV. 

In addition, when the Work Coach examines Mrs Thomas’s 

work search activity it becomes clear that between 09 June 

2015 and 22 June 2015, Mrs Thomas has not done 

everything that she could reasonably do in either week to 

search for work. 
 
 

 
 
 
 
 

 
 

 
 
 

 
 
 
 

 

 

 

 

 

 

Show Slide 22 – Decision 

 

The DM decides that sanctions should apply for both 

failures.  

Mrs Thomas did not have good reason for failing to carry out 

a Work Preparation Activity, updating her CV. 

She also failed to take all reasonable action to look for work. 

Mrs Thomas has had 2 previous sanctions; both were for 

Failure to Attend. 
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The period of the reduction of Universal Credit payments 

can be affected by previous same level sanctions, but only 

those with a failure date over 13 days before the current 

failure happened. 

There was a low level sanction on 12 June 2015. As this 

was less that 13 days before the current failure (18 June 

2015), the Decision Maker disregarded it when they decided 

on the length of the current sanction. 

The current failure, therefore, attracts another fixed period of 

14 days, plus the open-ended period of 4 days (from 18 

June to 21 June 2015).  

The sanction for failure to take all reasonable action to look 

for work is Mrs Thomas's first medium level sanction. 

Therefore, the reduction period will be 28 days. 

This means that 46 days will be added to her Total 

Outstanding Reduction Period (TORP). 
 

 
 

 

 

 

 

 

 

Show Slide 23 – Explaining the Decision 

 

Mrs Thomas asks for a basic explanation of the 2 decisions. 
 
 

 

 

 

 

 

What will you say to Mrs Thomas to explain the two 

decisions? 
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The following are suggested answers: 

 the Decision Maker had decided that you failed to 

complete your CV without a good reason. Completing 

your CV was a work preparation requirement. 

 they have also decided that you failed to do all of the 

work search activity that you had previously agreed to 

do on your Claimant Commitment. 

 because of this your Universal Credit payments have 

been reduced, (give an amount as shown on the LT54.)  

That is equivalent to the amount of your standard 

allowance calculated as a daily amount. 

 the payment reductions are called sanctions. The 

sanction for failing to complete your CV will last for 2 

weeks and 4 days. 

 if Mrs Thomas has access to a letter or form that 

explains sanctions, we could use that to show how 

Failure to meet a Work Preparation Requirement is a 

Low Level Sanction and so is Failure to Attend. This can 

be used to explain that the sanction is longer than the 

one 3 months ago. 

 the sanction for failing to look for work as much as you 

could will last for 4 weeks. 

 because you have already got a payment reduction on 
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your claim, these periods will be added together. 

 this means that your Universal Credit Payments will be 

reduced for 46 days in total. 

 this will take effect from xx/xx/xx (this is the first day that 

benefit is not reduced, if another sanction applies for this 

Assessment Period) 

 If the basic explanation doesn't answer the questions or 

concerns the claimant has we can ask the Decision 

Maker to give them a detailed written explanation. 

 if you think we have overlooked anything, or if you have 

more information that affects the decision, let me know 

and I can pass it to the Decision Makers who will 

reconsider their decision.  Or you can supply more 

information and ask for a reconsideration within one 

month of the date of the decision letter 

 when we have looked at what you have told us, we will 

send you a letter to tell you what we've decided and 

why. We call this letter a 'Mandatory Reconsideration 

Notice.' 

 if you disagree with the Mandatory Reconsideration 

Notice you can appeal to a Tribunal.  You must wait for 

the Mandatory Reconsideration Notice before you start 

an appeal. 

 you can apply for Hardship Payments while your 
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Universal Credit payment is reduced.  You will have to 

repay these once your sanction ends. 
 
 
 

 

 

 

 

 

How will you ensure that Mrs Thomas understands what 

you have told her? 

 

 
 

 

 

 

 

 

The following are suggested answers: 

 by summarising actions and information 

 asking if she has any questions 

 asking her questions about the process. 
 

 

 

 

 

 

 

In this case, Mrs Thomas had a compliance condition.  

What do you have to consider when you set the 

compliance condition? 
 

 

 

 

 

 

The following are suggested discussion points: 

 Low/Lowest Level sanctions have compliance 

conditions, so long as the action (for example, 

attendance at a work search review) is still appropriate 

to move them towards work.  

 For example, if a claimant fails to attend a work search 

review, they must be invited to attend another one 

 The claimant must actually do that thing (meet the 

compliance condition).  If that is achieved then the 

closure date for the open-ended period of the sanction is 
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the date the claimant contacted us in the first instance 

following the initial failure.    

 The claimant should not be sanctioned a second time if 

they fail to comply (for example, FTA a rebooked work 

search review), their existing sanction will continue to be 

open-ended until they comply 

 If a Low/Lowest sanction applies the claimant will not 

have access to Recoverable Hardship Payments until 

they have complied. For that reason, it is important to 

bear in mind the gap between when the claimant agreed 

to comply with the activity and when the activity is due to 

take place 

 For example, a claimant had a work preparation activity 

to attend an Interview Skills event, but did not attend. 

When they contacted us the next available Interview 

Skills event wasn't for three weeks and the claimant’s 

Universal Credit payment was due before that, so 

payment could be reduced leaving him without sufficient 

funds. We would need to offer an alternative compliance 

condition  

 The guidance doesn't state that the compliance 

condition has to be the same activity that they have 

failed to do, but something set by the Secretary of State 

(that is, a member of staff acting on behalf of the 

Secretary of State) 
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 So where the claimant fails to do a specific work 

preparation or work search activity by a certain date, 

then the compliance condition needs to reflect the intent 

that the original activity had, for example, move them 

towards work 

 Using the claimant who had been booked on an 

Interview Skills event, if the next one was too far in the 

future, the Work Coach could ask him to research 

interview skills on the internet and discuss his findings at 

their next appointment. 

 

 
 
 
 
 

This is the end of Case Study 3. Check if there are any 

questions or issues before moving onto the final case 

study. 
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Case Study 4 – Ayub Patel 
 

 

 

 

 

 

Show Slide 24 – Case Study 7 – Ayub Patel 

 

 

In this case study, Ayub has been dismissed from his 

job due to misconduct, and fails to apply for two 

vacancies during two claims. 
 

 

 

 

 

 

Show Slide 25 – Case Study 7 Details 

 

 
Part One 

 

Ayub Patel, age 37, worked as a builder.  

On 26/08/2014 he was dismissed from his job due to 

misconduct.  

On 17/09/2014 he claimed Universal Credit. He is placed in 

the: All Work Related Requirements Conditionality Group, 

Intensive Work Search Regime. 

His assessment period runs from 17th of one month until the 

16th of the following month. 

On 07/10/2014 the DM imposes a higher level sanction, after 

determining that Ayub was dismissed from his job due to 

misconduct.  Letter UC140 is issued to Ayub the same day 
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The sanction length is 91 days minus the days that Ayub did 

not claim: 

(27/8/14 to 16/9/14 = 21 days) 91 – 21 = 70 days 

The sanction runs from the first day of the assessment 

period.  

Therefore the period of sanction runs from 17/09/2014 to 

25/11/2014. 

 

 

 

 

 

 

Show Slide 26 – Explaining the Decision 

 

Ayub contacts you and asked why his benefit has been 

reduced. 

 

 

 

 

 

 

How would you explain the sanction and what Ayub’s 

options are? 

 

 

 

 

 

Lead a discussion around explaining the sanction. 

Expect the responses to cover the following points: 

 We should explain that the reason payments have been 

cut was due to the reason his last job ended. 

 We can let Ayub know that financial penalties remind 

people about the conditions for receiving benefit, 
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including the responsibility to seek work and stay in 

employment once a job has been secured. 

 The period of the reduction is set, so that people in the 

same situation are treated in the same way.  

 When people have left their job in a similar way to Ayub, 

the reduction period is for a maximum of 91 days, so 

long as there has been no previous reduction that 

affects this one.  

 Days can been deducted from the 91 day total because 

of the gap between the end of the job and the beginning 

of the claim 

 Reductions are called ‘Sanctions’. They are grouped into 

different types and the length of the sanction is 

determined by that (expect the learners to use the 

Claimant Commitment pack or other relevant leaflet or 

letter to support this information) 

 We should remind Ayub that if something similar 

happens in the future, the length of time for which his 

Universal Credit payments are cut could increase 

 Ayub might be able to receive a Recoverable Hardship 

Payment and we can book him an appointment for that 

 The Claimant Commitment outlines Ayub’s 

responsibilities and the conditions for receiving 

payments. He should continue to meet those 
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responsibilities and if he thinks he can’t he should 

discuss them as soon as possible 

 Although payments have been reduced Ayub can still 

access any support he may need to help him in his 

search for work. 

This list is not exhaustive.  

 
 
 
 
 

Highlight or note down particular phrases or words that 

are used that would be helpful to aid the claimant’s 

understanding. 
 

 

 

 

 

 

Show Slide 27 – Additional Sanction 

 

Part Two 

On 01/05/2015 Ayub failed to apply for an appropriate job 

notified to him by his Work Coach. 

On 12/05/2015 the DM determined that Ayub failed to apply 

for a vacancy without good reason and imposed a higher 

level sanction. 

 

 

 

 

How long will the sanction last? 

Explain where you will find the information. 
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The sanction will last for 91 days. 

It is a higher level sanction, like the one for misconduct, 

but it does not escalate because the previous sanction 

was for a pre-claim failure. 

It will run from 17/04/2015 to 16/07/2015. 

The following system access will be required to find out 

about the sanction: 

 The doubt screen on Work Services Platform will show 

details of the sanction imposed. 

 CAMLite Contact History and CAMLite Notes may hold 

notes regarding the sanction imposed. 

 DRS access is required to preview supporting 

documents and the relevant notifications.  This will 

include LT54 for the DM decision. 

 UC Core (Sanctions Portlet) should also be checked to 

view the current sanction and any pending sanctions.  It 

will also tell you the Total Outstanding Reduction Period 

(TORP). 

 
 
 
 
 

Learners will have found out about where to find 

information about sanctions in Explaining Sanctions 

Decisions (DMA020). 

If the learners are unsure about finding the information, 
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discuss any issues that they have. 
 

 

 

 

 

 

How do you explain the length of the sanction 

(especially that it is longer than the last one)? 

 

 

 

 

 

Expect the learners to recognise that the previous 

sanction had days deducted because there was a gap 

between the end of the job and the beginning of the 

claim. There were no days deducted from the current 

sanction period because the failure happened during 

the claim. 

The explanation should be matter of fact and cover the 

points required. Expect the following to be discussed: 

 The Decision Maker has looked at all of the information 

and decided that your payments should be reduced, 

because you didn’t apply for a job that matches  what 

you are looking for 

 You were told about the job and you agreed to apply for 

it and it was noted on your Claimant Commitment, but 

unfortunately didn’t. The Decision Maker decided that 

you did not have a good reason for failing to apply 

 The decision is that payments will be reduced for 91 

days 

 The length of the reduction is set down in law, so it is the 

same for everyone in the same situation 
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 If you want to find out more we can ask for someone 

from the decision making team to give you more details 

about the decision 

 If you have any doubts about going for a job, especially 

one that we have found, contact us as soon as you can 

so that we can discuss any issues. 
 

 

 

 

 

 

Show Slide 28 – Change of Circumstances 

 

Part Three 

Ayub Patel declared a change of circumstances when he 

found work as a builder on 09/05/2015. His UC award ended 

because of the earnings he received.   

He ceased work on 20/06/2015, but despite attempts to find 

work he had not found another job, so he notified the 

change of circumstances within five days and Universal 

Credit was re-awarded.   

As Ayub’s UC was re-awarded the assessment period is the 

same as before, that is from 17th of one month until the 16th 

of the following month.   

Ayub attends a work search review on 25/06/2015. 

During the interview the Work Coach asked him about the 

reasons that his last job ended. 
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Ayub explained: 

I took the job, even though it was a lower wage than I 

wanted because I was told there would be plenty of 

overtime. I was there for 3 weeks and no overtime was 

offered. I asked the manager about it and he said it was not 

usual for overtime this time of year, though there could be 

some early next year. I explained I’d taken the job on the 

basis that there was plenty of work and overtime was 

guaranteed, but he got shirty with me and said if I didn’t like 

it I should get something else. I was so annoyed at being 

messed about I left. 
 

 

 

 

 

 

Discuss this scenario briefly with the learners. Most will 

readily identify that the claimant has left his job 

voluntarily. 

However, you should explain that the claimant has 

applied for his Universal Credit to be re-awarded, which 

is not the same as him making a new claim.  

We can only take action on Leaving Voluntarily (LV) or 

Misconduct (Misc) when the failure is pre-claim or 

during the claim, unless the failure happened before a 

re-award.    

Claimants can apply for a re-award in the following 

circumstances: when their UC award ended less than 6 

months ago and the previous award ended because 
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their earnings exceeded the UC amount.  

In cases like these the Work Coach should not submit a 

doubt to DMs for a decision.  

 
 
 

 

 

 

 

 

Show Slide 29 – Explaining TORP 

 

 

 

 

 

 

What do we need to advise Ayub in relation to the 

previous sanction? 

 

 

 

 

 

 

 

How will you explain the Total Outstanding Reduction 

Period (TORP)? 

 
 

 

 

 

 

 

Expect the learners to identify that there is still a TORP 

to be applied to the re-award. 

The previous sanction was for 91 days and was 

imposed from 17/04/2015 and was due to run until 

16/07/2015. 

The balance of TORP to be applied is up to the original 

end date of 16/07/2015. 

The TORP will be applied from the first date of the 

assessment period in which Universal Credit was re-

awarded. 

Expect the learners to explain: 

P
o

w
e

rP
o

in
t

Q
u

e
s

ti
o

n
Q

u
e
s

ti
o

n
D

is
c

u
s

s
io

n



 
 

        August 2015 
 

V10.2(Rev)       Page 64 of 71 

 

UCDMA 023 Sanctions Review Case Studies – 
Service Centre  

 Previously your payments were reduced 

 The reduction is still in place, until the date that you 

were told about before  

 You may be entitled to Recoverable Hardship 

Payments, but the decision maker will take any final 

earnings that you are due to receive into account.  
 

 
 
 
 
 

If learners ask, explain that Ayub Patel’s final earnings 

would not prevent Universal Credit being awarded for 

the assessment period from 17/06/2015 to 16/07/2015. 

 
 

 

 

 

 

 

Show Slide 30 – Another Sanction Imposed 

 

Part Four 

On 01/07/2015 Ayub failed to apply for an appropriate job 

notified to him by his Work Coach. 

On 07/07/2015 the DM determined that Ayub failed to apply 

for a vacancy without good reason and imposed a higher 

level sanction. 

UC140 Letter is sent to Ayub giving him full details of the 

decision and how his Universal Credit payments will be 

affected. 
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How long will the sanction last? 

 

 

 

 

 

The sanction will last for 182 days. 

It is a higher level sanction, and links back to the 

previous higher level sanction (failure to apply for a job 

on 01/05/2015) which was for 91 days. 

Therefore, the sanction for the current failure will 

escalate to 182 days. 

 

 

 

 

 

 

Show Slide 63 – Explaining the new TORP 

 

 

 

 

What will the new TORP be? 

 

 

 

 

 

Where will you get the information to determine the 

TORP? 

 

 

 

 

 

 

The new TORP will be 182 days, plus the balance of the 

previous TORP. 

The new sanction will run from the day after the 

previous sanction ends. (The previous sanction will end 

on 16/07/2015, so the new one will run from 17/07/2015.) 
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You will find this information on the LT54 from the 

Decision Maker and on the Payment Management 

Sanctions screen on the Agent Portal. 

 

 

 

 

 

 

Show Slide 32 – Options 

 

 

 

 

 

Ayub is unhappy that his Universal Credit payments 

have been affected for so long. 

How would you explain the length of the sanction to 

Ayub? 

 

 

 

 

 

 

What can he do now? 

What options would you explain to him? 

 

 

 

 

 

 

Discuss the responses.   

Expect the following points to be covered: 

 As this is Ayub's 2nd sanction at the same level within the 

last 12 months, the period for which his Universal Credit 

payments have been cut is increased. 

 Remind him that this was explained to him previously 

when he had a 91 day sanction for the same reason. 

 We can ask the Decision Maker to give Ayub a more 

detailed written explanation if he requests it. 
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 If he thinks that we haven’t taken all of the facts into 

account, or if he has more information that affects the 

decision, he can ask the Decision Maker to reconsider 

the decision.  He must do this within one month of the 

date the decision letter.   

 The Decision Makers will consider the further information 

and send out a letter to tell Ayub Patel what they’ve 

decided and why. We call this letter a ‘Mandatory 

Reconsideration Notice’.  

 Mr Patel can apply for Recoverable Hardship Payment 

(RHP) while his Universal Credit payment is reduced. 

 There is no automatic right to RHP. If he applies, we will 

take into account all of his circumstances and make a 

decision. 

 If the application for RHP is accepted, the amount we 

pay is set in law. 

 If we refuse your application for RHP, Mr Patel has the 

right to appeal against the decision. 

 Mr Patel will have to repay the RHP once the payment 

reduction ends. 

 
 

 
 
 
 
 

You have now completed the case studies. Check if the 

learners have any questions or issues before moving 

on. 
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Topic Summary 
 

 

 

 

 

Show Slide 33 – Topic Summary 

 

In this topic you have: 

 

 worked through a number of case studies, to 

demonstrate communicating the message about 

conditions of entitlement and the claimant’s 

responsibilities to claimants effectively. 
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Topic 03 – Summary and Close 
 

 
 
 
 

 
 

 

 

 

 

 

Show Slide 34 – Topic 03 Summary 

 

In this topic you will be considering what you have learnt on 

this event and what your next steps will be.  

First let us review the aim and objectives of the Sanctions 

Review Case Studies Workshop. 

 

 

 

 

 

Show Slide 35 – Module Aims and Objectives 

 

Aims 
 

This workshop aims to provide you with an opportunity to 

explore communicating sanction decisions effectively. 

 

Objectives 
 

By the end of this workshop, with the aid of any reference 

material, you will be able to: 

 

 Explain the key and cultural messages about sanctions 

 Explain the background to the event 

 Take the required action to reduce the number of calls 

received to re-book appointments 

 Demonstrate how to effectively and positively 
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communicate the message about the claimant’s 

responsibilities for receiving payment of Universal Credit 

and the reason why a reduction (sanction) in their 

Universal Credit payments may be made if they don’t 

fulfil their responsibilities. 
 

 

 

 

 

 

Do you feel the learning has met its aim and objectives? 

 

 

 

 

 

 

Allow a few minutes for discussion.   

 
 
 

 
 
 

 

Review of the learning 
 
 

 
 
 

 

You have now completed the Sanctions Review – Case 

Studies Workshop.  

Let us recap on what you have learned and the skills you 

have developed. 
 
 

 
 
 
 

 

 

 

 

 

Review the flipcharts that have been displayed through 

the event. 

 
 
 

 
 
 

 

 

 

 

 

Use the flipcharts as a prompt to the learning points 

that have been covered and discuss what the learners 

found particularly useful and why. 

Ask which of the case studies the learners found the 

most useful and discuss why that was. 
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Module Summary 
 

 

 

 

 

Show Slide 36 – Module Summary 

 

In this module you have learned: 

 

 what the key and cultural messages are about sanctions 

 the background to the event 

 how to take the required action to reduce the number of 

calls received to re-book appointments 

 how to effectively and positively communicate the 

message about the claimant’s responsibilities for 

receiving payment of Universal Credit and the reason 

why a reduction (sanction) in their Universal Credit 

payments may be made if they don’t fulfil their 

responsibilities. 
 
 
 
 

 

End of Event 
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