
Report to: Overview and 
Scrutiny Committee 
(Regulatory, 
Compliance and 
Corporate Services)

Date of Meeting: Tuesday 15 
January 2019

Subject: Universal Credit and Full- Service update Sefton Council 

Report of: Head of Corporate 
Resources

Wards Affected: (All Wards);

Portfolio: Cabinet Member Regulatory, Compliance and Corporate 
Services. 

Is this a Key 
Decision:

N Included in 
Forward Plan:

No

Exempt / 
Confidential 
Report:

No   

Summary:
 
To comply with the Committee’s work programme to receive a progress report relating to 
the roll out of Universal Credit (UC) and Full Service in Sefton.  Full Service commenced 
in Sefton Jobcentre Plus office on 11th October 2017. 

Recommendation(s):

(1) That the content of the report is noted by the Overview and Scrutiny Committee. 
(2) That the Overview and Scrutiny Committee note the changes to grant funding 

arrangements from April 2019 for Universal Support as announced by Central 
Government on 1st October 2018.

Reasons for the Recommendation(s):

To update the Overview and Scrutiny Committee on UC rollout locally and the current 
arrangements that have been in place to support Sefton residents claiming UC.

Alternative Options Considered and Rejected: (including any Risk Implications)

Not to provide Personal Budgeting Support (PBS) and Assisted Digital Support (ADS). 
This would mean Sefton residents will not receive the help they require to make a digital 
claim for UC and personal budgeting support.



What will it cost and how will it be financed?

(A) Revenue Costs

New Burdens – Universal Credit
DWP funding announcement 18 December 2018
The 2019-20 allocations are based on the estimated volume of natural migrations from HB to UC 
and reflect the level of resource required to administer these cases. Generally, the volume of HB 
cases will decrease over time, from the point a LA rolls out Universal Credit Full Service (UCFS). 
Therefore, any increase or decrease in UC new burden funding for 2019-20 is as a result of a 
change in the estimated volumes.
The allocations for 2018-19 are also shown below as a comparison and to illustrate the reduction in 
funding from one year to the next which is largely due to efficiencies generated through DWP 
automation of processes.  As detailed elsewhere in this report, the funding allocations for Assisted 
Digital Support and Personal Budgeting Support will be provided directly to Citizens’ Advice Sefton 
by DWP from April 2019.

2019-20
Management activities £29,474 This New Burden funding reflects the additional management 

costs associated with UC implementation.
Housing expertise 
and complex cases

£6,498 This New Burden funding covers the additional administrative 
cost of providing advice and support for claimants with 
complex needs e.g. preventing unmanageable debt and/or 
homelessness.

Natural migration £26,992 This New Burden funding reflects the additional costs 
incurred by LAs moving claimants from legacy benefits to UC. 
Following a review of UC New Burdens this level of funding 
has been increased to reflect multiple stop notices. 

Debt migration £10,497 This New Burden funding covers the additional administrative 
cost of transferring details of claimant HB debt to DWP.  

Total UC Funding £73,461

2018-19
Assisted Digital (Full 
Service)

£49,003

Personal Budgeting 
Support (Full Service)

£95,825

Management £37,790
Support for Housing 
Expertise

£12,761

HB Natural Migration £37,501
HB Debt Migration £13,471
Total UC Funding £246,351

(B) Capital Costs

None 



Implications of the Proposals:

Resource Implications (Financial, IT, Staffing and Assets):
The additional resource requirements relating to Personal Budget Support has been 
undertaken by Citizen Advice (CA) Sefton and funded by the Department for Work and 
Pensions (DWP).
Additional resource relating to assisted digital support and back office functions has 
been undertaken by staff in the Council’s Benefit Service including Bootle and 
Southport One Stop shops, and funded by the DWP.  From April 2019, the DWP will 
provide all funding for Universal Support to the Citizens Advice. This approach will apply 
nationally. Discussions are taking place with our local DWP Partnership Manager and 
Sefton CA regarding this transition and what it means for support in the Sefton area. 
Staff in the One Stop Shops currently provide support to UC customers as well as a 
range of other customer enquiries and it is expected that this will continue. 

Legal Implications: None

Equality Implications:

The Equality Implications have been identified and risk remains, as detailed in the 
report.

Contribution to the Council’s Core Purpose:

Protect the most vulnerable: Claimants will receive the help they require to make a 
digital claim for UC, Council Tax Reduction and PBS via the Council and Citizen Advice 
Sefton.

Facilitate confident and resilient communities: not applicable

Commission, broker and provide core services: not applicable

Place – leadership and influencer: not applicable

Drivers of change and reform: not applicable

Facilitate sustainable economic prosperity: not applicable

Greater income for social investment: not applicable

Cleaner Greener: not applicable

What consultations have taken place on the proposals and when?

(A) Internal Consultations

The Head of Corporate Resources (FD5507/19) and Chief Legal and Democratic Officer 
(LD4631/19)have been consulted and any comments have been incorporated into the 
report.



(B) External Consultations 

Not applicable 

Implementation Date for the Decision

Not applicable

Contact Officer: Christine Finnigan
Telephone Number: Tel: 0151 934 4161
Email Address: christine.finnigan@sefton.gov.uk

Appendices:

There are no appendices to this report.

Background Papers:

There are no background papers available for inspection.

1. Introduction/Background

1.1 Universal Credit (UC) helps ensure working age claimants are better off in work 
than they are on benefits. UC provides support to help people prepare for work, 
move into work or earn more.  UC is a means tested benefit which replaces all of 
the following means-tested benefits (that top up existing income) with a single 
monthly payment.  

1.2 UC can be claimed by anyone of working age including single people, couples 
and families with up to two children.  The benefits and tax credits that fall within 
scope of the UC are:  

 Income-based Jobseeker’s Allowance
 Income-related Employment and Support Allowance.
 Income Support.
 Child Tax Credits
 Working Tax Credits
 Housing Benefit for working age.

The Department for Work and Pensions (DWP) refers to these as legacy benefits. 

1.3 Universal Credit is claimed online and payments are made monthly and direct to 
the household, albeit there are payment safeguarding arrangements as well.  
Support is available to help claimants get online.  Jobcentre’s are able to provide 
access to the internet or advise claimants about local places where the internet 
can be used for free.  If claimants are unable to claim online, face to face and 
telephone support is available until a claimant can get access to the Internet.  



Local Authorities are able to assist with this through the DWP grant funding 
agreement currently in place. 

2 Universal Credit Full Service since October 2017

2.1 UC Full Service commenced in Sefton Jobcentre Plus offices (JCP) on 11 October 
2017.  The ‘gateway’ to Universal Credit has been expanded to all claim types of 
customers for both in and out of work benefits.  The gateway to claim Housing 
Benefit for most claimants has now been closed except for the current exceptions 
as follows;

 People who are in receipt of Severe Disability Premium
 People living in Specified Accommodation
 People living in Temporary Accommodation
 Three or more children families
 Pensioners

3 Universal Credit caseload in Sefton

3.1 The total number of people claiming UC in Sefton as at the end of October 2018 
was 11,668.  Of these approximately 3,674 (31%) claim Council Tax Reduction. 
The chart below demonstrates the relatively steady increase in the number of 
Sefton residents claiming UC since January 2018

0

2000

4000

6000

8000

10000

12000

14000

Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18
Total UC Claimants in Sefton 6167 6933 7596 8315 8705 9328 9888 10501 11109 11668
Total UC CTR Caseload 1926 2096 2352 2497 2689 2922 3120 3298 3525 3674

Volume of UC Customers Claiming CTR in Sefton

Housing Benefit caseload has reduced by 14% in past 12 months as people naturally 
migrate to UC. 
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4 Key tasks to implement Universal Credit Full service 

4.1 Sefton Benefit Service Back Office 

 Council Tax Reduction Scheme (CTRS) was amended April 2018 to enable 
6-month fixed income period for CTR in relation to UC customers.  Also, a 
minimum income amount for self-employed UC customers was introduced. 

 Regular UC training provided to all staff.
 The DWP and Her Majesty Revenue Customs (HMRC) send claimant 

information through automated transfer to local authorities (ATLAS) and 
this process has recently been enhanced.  This allows the Benefit Service 
to make greater use of automation which will reduce manual administration 
processing and is therefore more efficient and accurate for service delivery.   

 UC procedure notes produced - procedures have been constantly refined in 
response to the rapidly changing legislation and the required processes.

 IT processes implemented and regularly refined as new functionality 
becomes available to manage UC workflows efficiently and record relevant 
data effectively. 

 Awareness training provided for front line staff e.g. evidence gathering and 
correct signposting.

 Sefton’s website updated to provide information on UC - this includes 
relevant links and signposting.



 Awareness training was provided to three JCP offices covering the Local 
Support Services available in Sefton Council.    

 The Council continues to engage with DWP Partnership Manager and 
DWP at national level.  Officers attend engagement events sharing best 
practice with other Local Authorities.  Sefton have been quoted by the DWP 
as one of the best Local Authority for providing concise and meaningful UC 
data and support with Assisted Digital Support for UC customers. 

4.2 Sefton Council - One Stop Shops

The One Stop Shop customer advisor’s assist customers claiming UC online, 
Council Tax Reduction (CTR), Emergency Limited Assistance Scheme (ELAS), 
Citizens Advice Sefton PBS and Discretionary Housing Payments (DHP) where 
appropriate.  The table below provides a summary of UC support during October 
2018
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Assisted Digital Support October 2018 

4.2.1 One Stop Shop staff “triage” customers on arrival to see if they have a Housing 
Benefit query or if it is UC related, they also assess if the customer is able to self-
serve or if they require assisted digital support to make their UC claim online.  In 
addition, they will assist with helping the customer apply for an advance payment 
from the DWP for their rent, Council Tax Reduction, ELAS if they are not in 
apposition to wait 5 weeks for their UC award.  They also offer advice and support 
in relation to Discretionary Housing Payment for shortfalls in UC housing costs 
and rent, PBS with Citizens Advice Sefton and any other signposting that may be 
appropriate within the Council and its Partners. 



Although ADS demand is more than double against the volumes forecasted  by 
the DWP, it was expected that UC customers would come to the Council via the 
OSS because of the other services and support provided for legacy Housing 
Benefit & Council Tax customers. 

5 Universal Support Actual volumes versus DWP forecast

5.1 Assisted Digital Support (ADS) provided by the councils One Stop Shop has   
consistently exceeded the DWP forecast figures.  The take up for Personal 
Budgeting Support (PBS) delivered by Citizen Advice Sefton continues to be lower 
than the DWP forecasted figures, despite the additional awareness provided by 
Sefton front line service.   The volumes for ADS and PBS are submitted on a 
quarterly basis to the DWP.  

Table below demonstrates Assisted Digital Support delivered versus DWP forecast

Table above demonstrates Personal Budgeting Support delivered versus DWP forecast

5.2 Summary of Assisted Digital Support & Personal Budgeting Support



Assisted Digital Support

 Sefton consistently exceeds the DWP expectation for ADS. 
 In Q1, 2018/19 Sefton has more than doubled DWP projection for delivery of 

ADS & almost met Q2 projection in 1 month.
 UC Live Service transfers did take place during Q1, but figures are 

consistent with previous quarters so there does not seem to have been 
significant impact on uptake of ADS.

 Sefton go above and beyond with ADS, often seeing claimants more than 
once (although they only claim the 1 interaction as per the DWP Universal 
Support agreement – which confirms funding for one interaction).

Personal Budgeting Support
 

 Take up of PBS is low in Sefton
 There has been an improvement since Citizen Advice Sefton have provided 

some sessions from the local Jobcentres.  
 External organisations were unaware that they could refer direct to Citizen 

Advice Sefton for PBS. The DWP Partnership Manager has routinely 
promoted that direct referrals can be made to CA Sefton which may increase 
uptake of PBS.

 PBS uptake may be lower in Sefton due to other organisations offering a 
similar service (e.g. Christians Against Poverty, Sefton Community Learning 
Service, One Vision Housing etc.)

 Citizen Advice Sefton delivered an overview to staff at a communication 
meeting which has increased confidence in signposting to PBS.

 Referral numbers are higher than actual attendees, with Citizen Advice 
Sefton stating that a high number of claimants are failing to attend 
appointments.

6 What is changing for 2019

6.1 Universal Credit Support
Government announced on 1 October 2018 that from April 2019, Universal Credit 
Support would be delivered through £39m being made available to Citizens 
Advice nationally.  In parallel with this announcement the Council received a letter 
from the Director General at the DWP responsible for the Universal Credit 
programme.  The letter indicated that funding will not be provided to local 
authorities from April 2019 to provide the Universal Support service.  

6.1.2 Officers from the Council have engaged with local Citizens Advice Sefton on how 
they plan to deliver the support to UC claimants.  In addition, there are early 
discussions with DWP Partnership Manager on how the support services maybe 
delivered from April 2019. The Council will continue to engage with our partners to 
ensure UC households continue to receive the advice and support required. 

6.2 Breathing Space and Statutory Debt Plan



The implementation of a breathing space and a statutory debt repayment plan is a 
commitment from the Government.  It aims to give people in problem debt the 
opportunity to take control of their finances and put them on a sustainable footing.  
Delays in payments and gaps in the awards of Universal Credit leave customers 
with less money available to pay their bills, including Council Tax.

6.3 The Government proposal to introduce a breathing space for creditor action, 
including Council Tax and statutory debt management plan for people who face 
financial difficulties will support claimants receiving UC and facing financial 
difficulties. .
The Government consultation on the proposals runs from 29 October 2018 until 
29 January 2019.
 

https://www.gov.uk/government/consultations/breathing-space-scheme-consultation-on-
a-policy-proposal

A six-week breathing space will relieve people of the urgent financial worries 
which affect their lives. The Government is acting to prevent problem debt from 
occurring and helping people to get out of problem debt effectively should they 
experience it. 

7 Discretionary Housing Payment (DHP)

7.1 DHP can only be paid once the customer is in receipt of either Housing Benefit 
(HB) or the Housing Cost element of UC. 

7.2 The main reasons for awarding a DHP is the impact of bedroom tax (66%) and 
then the reductions in HB caused by the local housing allowance accounts for 
nearly 30% of DHP awards.

7.3 Last year, 2017/18 just over 12% of DHP awards were made to UC claimants; 
currently this year around 43% of DHP awards have been made to UC claimants. 
This increase is a direct result of the movement of claimants from HB to UC.

7.4 In order for the Council to process a DHP claim for a UC claimant takes nearly 
twice as long due to the lack of available evidence and the need to write out for 
supporting evidence.

7.5 The DHP fund for 2018/19 is £763,510 and @ 28th November 2018 a total of 
£542,270.56 has been committed and paid; leaving £221,239.44 available to 
support people facing hardship for the period up to 31 March 2019. 

   
8  Working with partners and key stakeholders 

8.1 Forums and liaison meetings have taken place and are ongoing to keep 
Landlords informed with UC developments relevant to them e.g. direct payments, 
housing element of UC and how customers can apply to the Council for a DHP.  

https://www.gov.uk/government/consultations/breathing-space-scheme-consultation-on-a-policy-proposal
https://www.gov.uk/government/consultations/breathing-space-scheme-consultation-on-a-policy-proposal


8.2 Regular internal UC meetings are held between the Council’s Customer Service, 
Benefit Service and Revenue Service to ensure that there is a joined up 
approach and staff are updated on required processes.

  8.3     Council officers attend the Sefton Customer Representative Group hosted by the 
DWP together with registered social landlords & Citizen Advice Sefton.

8.4 The DWP attend private Landlord Forums and delivered presentations on UC     
matters.

8.5 Weekly telekits and UC review meetings are held with Sefton’s DWP Partnership 
Manager.  

8.6 Specific UC case issues are regularly raised directly by its partners and the 
Council through the DWP Partnership Manager and local JCP managers.

8.7 UC Full Service Meeting –are arranged by the local Partnership Manager.  In 
attendance are the Benefits Service, Customer Services, Citizen Advice Sefton, 
Welfare officers from the Council, Housing Options and Sefton@work.  The 
purpose of the forums is to provide regular updates on changes and answer any 
questions. 

9 Universal Credit – service workload 

9.1 Local Council Tax Reduction Scheme (LCTR) Notifications

The UC notification project went live on 29th October 2018. This has meant 
significant changes to working practices in Benefit Service administration 
including:

 Integration of the UC LCTR changes in circumstances in the core Benefits 
processing system (Northgate)

 Accepting UC New Claim LCTR as valid New Claims for CTR
 Enhanced and more efficient workflow management through both 

Northgate and Civica electronic document management software 
maximising technology.

9.1.2 The volume of LCTR notifications received from the DWP continues to increase.  
The average volume of LCTR received per month since January 2018 is 3,351 

The table below is a breakdown of notifications received.
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10 Impact on current service delivery:

  UC claimants will still have to claim support towards Council Tax payment, i.e. 
CTR, through the local authority.

10.1 Initial statistics show there has been a reduction in new Housing benefit claims and 
enquiries from working age customers but there has been a significant increase in 
UC award notifications and also an increase in the number of customers requiring 
support to claim and manage their ongoing UC awards. 

11 Operational UC issues 

Benefit Service



11.1 The biggest issues broadly remain the same since UC initially commenced in 
June 2014. There are still high volumes of LA notifications generated that are 
incorrect, duplicate or missing information. 

11.2 The DWP has removed LCTR Notification funding since UC Full service because 
the UC notifications are now automated from the DWP, however a notification is 
generated for every contact the DWP have with the customer which has an impact 
on the workloads.  

11.3 The DWP is providing funding to software providers to work with local authorities 
to integrate and automate into back office processing systems.   The functionality 
is being utilised but still requires users to manually check the data received and 
determine corrective action to be taken due to the various quality issues.

11.4 One Stop Shop’s

11.4.1 The main issue remains that ADS volumes consistently double the DWP projected 
volumes. 

11.4.2   Despite ADS/PBS volumes locally, nationally DWP have now agreed 
partnerships for all Universal Support is to be delivered by Citizens Advice from 
April 2019. 

11.4.3   Incorrect advice/signposting of customers via local Job Centre Plus.  Examples 
of issues and concerns are escalated to DWP Partnership Manager.  

12 UC Managed Migration

12.1 For existing Housing Benefit customers managed migration is due to start from 
July 2019 and the end date for the completion has now been moved back to 
March 2023 and due to end in June 2024.

12.2 Latest information from Government budget 2018.

 The housing cost element of UC for young people 18 to 21 year olds will 
no longer be restricted from January 2019.

 From January 2019, claimants in receipt of a severe disability premium 
will not be able to move to UC until managed migration.

 From February 2019, the 2-child restriction will be removed from Universal 
Credit and DWP will accept new claims from families regardless of how 
many children they have. 

 Those of pension age will not be able to get their housing costs from 
pension credit, instead of HB, until at least 2023.   

 Other legacy benefits will follow HB by paying an additional two weeks 
when a claimant moves to UC; this will not commence until 2020.

 Work allowances will be increased to £1,000 from April 2019.



 The maximum total deductions allowed to be taken from UC will be 
reduced from 40% to 30% of the customers personal allowance. This will 
impact on legacy HB overpayment recovery.


