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Main objective

• Share a summary of the consolidated learning from the Discovery stage

• Share where we are making improvements or undertaking research, analysis or experimentation to 
further build our learning 

• For some cohorts, while the majority of claimants have gone through the end-to-end process, there are 
still a small number of claimants receiving support in the process and we don’t yet know whether those 
whose legacy benefits have been terminated without making a claim to UC will claim within the one-
month grace period.

• This paper is for: Information & Discussion
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CONTEXT 
Overall performance of service - Discovery
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STAGES OF THE JOURNEY 
Overall performance of service - Discovery
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1. MIGRATION NOTICE / REMINDER 
LETTER

Stages of the journey 
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2. SUPPORT JOURNEY
Stages of the journey 
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3. ATTITUDES TO UC 
Stages of the journey 
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4. NO CLAIM JOURNEY
Stages of the journey 
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5. UC CLAIM MADE
Stages of the journey 
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NEXT STEPS
Overall performance of service – Discovery
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Next steps

• Extra analysis from the data scientists, particularly on the journey once the claimant has been matched, and the reminder analysis.

• User research to be incorporated from the recent couples’ research and no claims work. 

• Social Research (UCAD) are doing pre and post interviews with Echo/Foxtrot to help understand how claimants think & feel. 

• Potential extra analysis by UCAD on payment gap/passported benefits. 

• Further analysis to be done on the Standard cohorts to identify if similar trends are coming through.

• Analyse the claimant journey following the UC claim, including their understanding of their payment (with a focus on transitional 
protection), ID verification and accepting their claimant commitment.
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