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1.1 What is covered within this SOP
This Sop outlines the process regarding raising a doubt for either compliance or entitlement doubt for a customer and reenegaging after a Sanction.

To find information outside this SOP please consult the ‘Where To Go For Information Guide’ on MyA4eDesk documentation tab.
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1.2 Minimum Service Level Standards

Key Activities Action By Service Standards

Within 24 hours

Raise doubt on customer's actions -/ Partner Adviser / Administrator

Complete Entitlement doubt or
Compliance doubt form and send - Partner Adviser / Administrator
to LM DM — /

Record LM DM Decision on
whether a Sanction has been put -/ Partner Adviser / Administrator
in place or lifted




21.2 Raising A Compliance Doubt — against appointments

Phase

Phase

21.2.1 Customer
does not attend
their “About
You”
ointment

Is customer
vulnerable?

You are required to consider raising entitfement doubts where o porticipant:

vt

e,

21.2.4. Arrange home

requirements on the
Work Programme

e within approprigte time limits e.g. the participant is not able to start work immediately (unfess suftable drcumstances dictate

visit where required to trictions on the number of hours they are prepared to work over and chove that already agreed and informed to you by Jobeentre Plus
inform customer of their frictions on the nature of, locotion or terms and conditions of employment they are prepored to accept e.g. the participant requires work
tainable in the location they are seeking to be employed
pes of job that they are seeking over and above those agreed with Jobcentre Plus
tudent, OR where they are a pont-time student who is studying for 16 hours or fess but not willing to give course up for employment
s not actively seeking employment e.g. where the participant is not toking sufficient steps to find employment; or where the participant
is a prisoner on temporary refease or @ woman in receipt of maternity alfowance or maternity pay

A separate compliance

1t Is important to
no continue to engage with doubt should be raised for
- the customer whilst o each occutrence of hon-
o . o
= sanction doubt is being particination,
= roised and olso imposed. 1 J
Wy | |
< H-4-Resetactivity-of o 11.1.7. Add a follow| 21.2.10. Update
é (21.2.2. Customer) general objective tab for 11.1.5. Provide - ~ for the doubt t st Sanctions
13. Update i : Communication tab
= does not attend ¥ | customers employment customer with up to 21.2.7 Complete WPOS exact e
< their Planning / = ) confirm with e Employment plan i doubtjand the deta| ~ With ‘Sanction
- & eftivg 21.2.6. Run Appointment : form — Failure to 1 ected’ and
& Review : ‘Stlat‘uS/Intervent'\on oS the Mandataggiling new articipate with evidence P theustomer as e '
= appointment o [Pletion of Activity / ts and when g N and evidence to LM MyAdgDesk, re-boo reason
= Status Report to identify S e Nes of Employment Plan, DM Administration ment and send out the
g felmenilie mpliant ‘Equ”‘eme” : e;f\‘ Appointment S team, via secure letter
v A DNA'd within certain omphan in writing /on t update Communication tab ! .
21.2.3. Customer} |y, iod Employment pAdn? ith Sanctions titl post as Sanction
does not attend/ perio with Sanctions title
Ul complete an ‘Compliance Doubt raised’
- 21.2.11 Update
activity -~ N
no | Sanctions er
nandat;zd to No: - 11.1.6. Add a folldw up Communication
WP —— | action with detafs of . tajbsf\lg ACC: pte4d .
i sanction
_ . 21.2.12. Update non compliance doubt ks doubt
N - [ Communication Tab with \
° Note: Onthis | | reason for loss of
Y occasion the 12 Compliance Doubt and
Sufficie Compliance Emplo notify relevant Adviser
activity Doubt has been plo i
Nod Is customer on Yes—3 ANING e
ESA? fosthrpcess to review
activitie
+— L.
@
g‘é == Yes
. (T
© = 21.2.9.Make
=
= = ecord on MyAdeDesk and continue Decision on Ade
= = setting customer suitable activities raising A compliance
S doubt 4
o o
©c
- N




21.3 Raising A Compliance Doubt — against activities

Phase

Partner Administrator /Adviser

X
21.3.1 Customer
does not attend j—
ajob interview

N e——

h 4

T

21.3.2 Customer
offered a job but }—
does not start

h 4

0y

21.3.4 Customer
leaves job early

Yy

121.3.5 Ad hoc
instances of non j=—
compliance

h 4

Note for
inappropriate/
threatening
behaviour please
refer to Incidents

process

1t is important to continue to

engage with the customer
whilst a sanction doubt is
being raised and also

imposed.

21.3.6. Nominated

officer receives follow up
action that customer has

not complied with

evidence/requirements/
activity requirements

~,

the Mandateg
Activity /
Requirement clearl
in writing /on t
nloymen

no

L

21.3.7. Update
Communication Tab with
reason for loss of
Compliance Doubt and
notify relevant Adviser

Note: On this occasion
the Compliance Doubt

has heen lost

A separate compliance
doubt should be raised for
each occurrence of non-

participation.

21.3.8. Complete WP08
form - Failure to
participate with evidence
of Employment Plan,
Appointment letter and
update Communication tab
with Sanctions title
‘Compliance Doubt raised’

p

21.3.9. Send WPO8 |

and evidence to LM
DM Administration

team, via secure
post

No

as Sanction
een appliedy,

Yes

21.3.11. Update
Sanctions
Communication tab
with ‘Sanction
rejected’ and
reason

21.3.12. Update
Sanctions
Communication
tab e.g Accepted
- ISA sanction 4
weeks

Labour Market
Decision Maker

21.3.10.Make
Decision on Ade

raising A compliance
doubt




Note: Entitlement doubts are not relevant
for participants receiving benefits other

than ISA
b







21.5 Re —Engaging After Sanctioning Process

Phase

11.5.1 Customer has ESA

to LMDM via secure
post

—
Q or JSA 26 week sanction
g imposed and is 4 weeks
k] inte sanction There may be instances when the participant
8 considers that they have now fully completed the
activity which you have set for them and for which
they have been previpusly sanctioned but you do not
consider that they have.
L )
¥ K
.
21.5.8. Update
21.5.2. Inform the L i - Employment plan and
Decide if a i
customer of the benefits of Customer has N s altei_rn_?tlve N Is customer No uznclg:rrtarigl:)l:ie?nt:l Yes communication tab wi
re-engaging on the Work cengaged?, ac M_Vt 5 In receipt of JSA?, g reascn for now not
Programme . Jppropriate ¢ requiring to undertake
y. activities
A
[
“S" Yes No
e
<
UL_, 21.5.6. Customer agrees to e (EEia
= re-engagement and . i
E therefore, update v = DII;EPC?;:):;E No
o Employment Plan with New p .
Activities and Communication - i
Tah with reason for re- - in cases where re-engagement: is disputed and you
engagement 21.5.7. Update _| rannot reach agreement with the participant, you
Sanctions ‘| must immediately refer the matter to the LM-DM via
Communications Yes form WP08 to review the case and determine whether
Tab with customer the participant has now fully engaged.
reasoning
Yes
L 21.5.5. Update
[e] MyAdeDesk in
E Communication Tab
E — Sanction lifted
=
_g Yes
& v Update MyAdeDesk,
P 21.5.3. Complete Sanctions tab updated
= WPO9 form outlined with status
b reasan for re- Has Sanction No
g engagement. Send been lifted?

Labour Market
Decision Maker

(LM DM)

11.5.4. Make

]

- Decision on Re -

engagement




3. Checklist of
Activities

Checklist of Activities

completed in this SOP

Complete Entitlement Doubt form

Complete Compliance Doubt form

\,

4

the compliance doubt/entitlement
doubt

=]

Complete WP0OS form regarding
reengaging in the Work programme

\,

J

Update MyA4eDesk with Labour
Market Decision Marker's decisions

.,

-

Continue to Engage with the
Customer

Update the Communication tab with

PR
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