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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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Overall performance of service - Discovery

CONTEXT
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DISCOVERY TIMELINE

JUNE JULY AUGUST SEPTEMBER OCTOBER NOVEMBER DECEMBER JANUARY FEBRUARY

ETS e : Deadline Extended
(All notices 1 reminder .
A - dates deadlines
Claimants) (9"~ 30" May)
Alpha 250 Migration : Deadline Extended
(exclude notices 1 reminder !
ESA) (111150 July) dates deadlines Bolton &
Medway
B;X° S — Deadline Extended
( ) (11115t July) dates deadlines
H 230 Migration
S_garl;e notices 1 reminder Deadline Extended
(TC only) (19 July-110 dates deadlines
Aug)
Delta 252 Migration i
notices . Deadline Extended
.(A[[ (27" July — 16 2 reminders (w4 and w11) iates deadlines Cornwall
claimants) Aug)
Echo 187 Migration Deadline
TC onl notices 2 reminders (w7, w10) Harrow
( Y) (160 Aug-21t Sept) dates
Foxtrot 180 Migration :
(TC only) notices 2 reminders (w7, w10) Deadline Northumber
(14121t Sept) dates land
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Cohorts with DWP benefits have higher claim rates. Tax Credit cohorts have a higher closed
rate, than cohorts with DWP benefits

Discovery: Topline Indicators

Total MNs % Claimed % Closed % Outstanding

ETS

0,
(All Claimants) 89%

10% 1%

Alpha

0,
(exclude ESA) )

10% 0%

Bravo
(ESA)

Charlie 1 I
(All claimants)
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|
Echo
(TC only) " I

! :
Foxtrot 1 - 0

4
Source: UCAD — M2UC Dashboard 06.02.23
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Echo has been consistently claiming at lower rates compared to other cohorts

Discovery: Claim Rate — Overtime

Time to claim (weeks) for each cohort
Cumulative claims made as a proportion of migration notices sent

100%

Bravo
90% Delta I

80%
EexXtrot

70% Echo

60% e

50%
40%
30%
20%

10%

0%
0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18+
Number of Weeks Since Migration Notice Sent

« Charlie, Echo and Foxtrot (orange lines) cohorts are Tax Credit only.
« Bravo (grey line) is ESA (with combinations).
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Early indicators from the ‘Discovery stage’ also show that tax credit (TC) claimants are more
likely to claim, and claim earlier in the journey if they are not self-employed

Discovery: Claim Rate overtime
(Cumulative %)

e TC (M) e TC* -=TC and self-employed
70%

60%
50%
40%
30%
20%
10%

0%

o
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w
SN
(&)}

6 7 8 9 10 11 12 13 14 15 16 17 18+

Number of weeks since Migration Notice sent

Source: UCAD — M2UC Dashboard 221212, GMS
Sample size: TC (MI) =1270, TC* = 1263, TC —SE = 198. *The claimants used for these figures don’t exactly match those used in the tracker, this is to allow for consistency between different necessary U C
data sources.

** The self-employment data used here may identify fewer self-employed claimants than HMRC, due to different definition©ffpeiad-Sresitiyed.
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Overall performance of service - Discovery

STAGES OF THE JOURNEY
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Learning during different stages of the Move to UC journey

IR Contact people / issue a MN AR Bt I G EE Ts e G | The UC award is paid in full and on time for people that have moved
move deadline date

Select
sample of —» R ll]Eiilel)
claimants

Claimant
receives

migration
notice

Claimant
needs
support

Reminders

Self-serve
guidance
via
GOV.UK

Dedicated

telephone
line

Refer to
onward
support

UC claim

not made No claim

journey

UC claim . .
Retrieve Claimant

made
Match Stop App!y_TP data to Calculate receives
legacy elighbility calculate 1= first

claimant
benefits rules TE payment

How and when we learn in the move journey

Migration notice

Support journey

Attitudes to moving to UC (think & feel)
No claim journey

Post claim research
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The necessary support is available to meet people’s needs
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Stages of the journey

1. MIGRATION NOTICE / REMINDER
LETTER
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0 Issue migration notice/Reminder letter

The migration notice plays a central role in the ‘Move to UC’ journey

» Understood that the notice was telling them to move over
to Universal Credit before the given deadline.

» Clear call to action
» Apply online
» Additional support

» Understood what would happen if they didn’t claim on
time.

» Understood that all benefits would be paid as one
payment.

» Clear that the Migration Notice is a central feature of
the journey. Claimants don’t read or research beyond
the letter content and refer back to it at all times in
the journey.

@ What we know about how claimants respond to the Migration Notice...

Migration Notice

UC Universal
Credit

Michgel

Universal Credit is replacing your existing
benefits
You need 1o cin Universal Credit by 4 Jdy 2022

Depar Michaer

Universal Cradit Migration Notice
Untversal Cradit 18 replacing your existing binetns of Housing

You need to caim Urmversal Cradn by 4 July 2022 1o keep
recalving fnancisl suppon
How to make a Universal Credit cisim and how to get help

For more information and 1o Claim Universal Cregit 9o onfine:
Waw_gov. P 1o-Uig #nd alow the

¥ you need help daimirg onine call the Mieation Nolice heigline
0500 169 0328 e go 10 your Wocal Job Cenlre.

¥ you need help from someens you knew 1o 8Ct on your behalf,
YOU LSt give us Parmission to Spedk 1o them. Call the Mgration
Notice helpiing 10 lef us knew

M yeu cannot claim Universal Credit by 4 Jly 2022

Wi can only extend [he deadiine B Tiere s good reason, Contact
us 48 $00N A5 Possible on 0800 169 0328 # you reed support

%8
Dapartment
for Work &
Pansions

Telephone.
0500 169 0328

Monday o Friday

WWW.QOv uk/dwp/move
teue

Your Ret A26)
7 ity 2022

“I think it had the right
amount of information,
it told me what | needed
to do and where |
needed to be.”

Male, In work, Child Tax

Credits and Working Tax
credits

10 UC
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Source: Ipsos and UR



DWP, rather than HMRC

@ What we know about how TC claimants respond to the Migration Notice...

: : : : ) 0
UCE =

» Response to the migration notice differed by the level of —

awareness the TC claimant had about the ‘Move to UC 000 168 5328

programme.’ Vonday s Frday

i

» TC claimants that were aware but surprised as they had o el AT

expected the move to happen in 2024 and would have 7 iy 2022

liked more warning.

+ Some were surprised that the letter had been sent from
DWP, as expecting communications to come from
HMRC.

» The letter was perceiveded as clear (similar to ETS), but
some still felt unsure on next steps. Expectation that
DWP might send them further information, such as forms
or online login details.

Universal Credit is replacing your existing
benefits
You need 1o caim Universal Credit by 4 Sy 2022

Dear Michae!

Universal Crodit Migration Notice
Untversal Cradit 18 replacing your existing binetns of Housing
Benelit

You need to caim Urmversal Cradn by 4 July 2022 1o keep
recalving fnancisl suppon
How to make a Universal Credit cisim and how to get help

For more information and 1o Claim Universal Cregit 9o onfine:
WaW_Qov. P to-Ug #nd falow e

¥ you need help daimirg onine call the Mieation Nolice heigline
0500 169 0328 e go 10 your Wocal Job Cenlre.

¥ you need help from someens you knew 1o 8Ct on your behalf,
YOU st give us Parmission 1o Spedk 1o them. Call the Migration
Notice helpiing 10 lef us knew

M you cannot claim Universal Credit by 4 Jiy 2022

Wi can only extend [he deadiine B Tiere s good reason, Contact
Us A8 $00N A5 Possibie on 0800 169 0328 4 you reed support.

0 Issue migration notice/Reminder letter

Tax credits claimants were more likely to be surprised that the communication had come from

“l was surprised that the
letter had come from
DWRP it was a shock."
Female, Out of work,
Child Tax Credits

11 UC
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Source: UCAD/IPSOS — Move to UC TC presentation Dec 22



‘ Issue migration notice/Reminder letter

The reminder prompted action when the claimant had forgotten or been too busy since the first

letter
@ Claimants in all cohorts were also sent a reminder...
UC gt .
Iorw_om&
-
i » The reminder was important at prompting people to take further action, both if they had
hondor o Fiday decided to move forward or were undecided.
www.gov. uk/dwp/move
o + There were concerns around the letter being fraudulent which also prompted some
- people to call to check if genuine.
il ity i Uintoaiisid Cradiie + Some tax credit claimants also had a letter from HRMC confirming that their tax
ks i i v credits were ending which also prompted them to take action.
Dear Giles
L | Credit Migration Notice Remind,
Uni Creditis ing the benefits that you currently
receive:
E ¥ Support and g Benefit
You must claim Universal Credit by 27 July 2022 to keep receiving
financial support.
On 26 April 2022 we sent you a Universal Credit Migration Notice. Our
records show that you have nol yel made a claim.

SIPORE S ““The first one | completely ignored — the second
o e Crodtinelastfow s fgnere one opened my eyes. Yes, it definitely made the
A difference as the first letter | put away thinking oh

Visit vww_gov._uk/dwp/move-to-uc

well I’'m busy etc ”

Female, In work, Child Tax Credits and Working Tax
credits

Source: Ipsos and UR 12 U C
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0 Issue migration notice/Reminder letter - Recommendations

Due to the central role of the migration notice and reminder letter, there are several things we
could consider to make them more actionable

@ Considerations for the future...

» Tailoring of the migration » To avoid confusion, provide » This has not been formally
notice is key to encourage clarity that action may tested but the role of the
claimants to take action. already have been taken in HMRC could remain key due

the reminder. to their current relationship with

* Provide clarification on the the TC claimant.
benefits being stopped or » Provide an outline on the
continued while on UC. personal + Consider a warm-up

information/documents letter/email/SMS from HMRC

+ Make it explicit that moving required when filling in the to advise claimants that they
to UC will not happen application e.g. Information will shortly be asked to move to
automatically. This is booklet. UC.
particularly important for Tax
credit claimants. + Co-brand resources with

HMRC to provide reassurance

+ Provide some background on that this isn’t fraudulent activity.
why they are being asked to
moved to UC, and why it isn’t
automatic.

13 UC
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0 Issue migration notice/Reminder letter - Recommendations

Further analysis is being done to enable us to test our different approaches to reminders. As a

R

first step we are strengthening the messaging in the Migration Notice

So what...

Further analysis:

Learnings from ETS have informed different approaches to reminders taken across Delta, Echo and Foxtrot cohorts. This
included testing letters, SMS and phone call reminders as well as testing a different number of reminders at different times.

- Analysis is currently being done on these cohorts and will inform the optimum journey we will take. It may differ by benefit type.

Outputs:

We are currently testing a version of the Migration Notice which is tailored towards tax credits claimants. This includes making
it clear that you can still claim if you are in work, have renewed your tax credits and if you have more than £16,000 in capital.

We are starting to run a number of small-scale experiments to determine the optimum time, channel and frequency of
reminders to ensure claimants can make an informed choice about claiming. These include:

- Sending an early reminder to encourage people to claim sooner
- Sending three reminders to encourage people to claim by the deadline day
- Varying the time of day when SMS reminders are sent to learn if the impact is more positive outside standard working hours

We will be testing co-branded resources with HMRC to provide reassurance to Tax Credit claimants, and ensure we optimise
the partnership as much as possible.

The Tax Credit Renewals letter will advise claimants that they will be asked to move to UC.

14 UC
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Stages of the journey

2. SUPPORT JOURNEY
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a Support journey

The level of support required differs by cohort, with ESA claimants needing the most help due to

[i. Assisted Digital Survey
;a8

Did you require help to complete your claim?

health condition barriers

Bravo Charlie Delta Echo Foxtrot
(All) (ESA) (TC) (TC) (TC)
Reasons for needlng help
Answering questions Health condition No access Answering questions I Answering questions No access
T -No- azce-ss- T -ArTSVVeri-ng- qﬁegtio-ns- Health condition T -No- azcc;ss- T Reading/writing Set up
Language barrier No access Set up

Source: Dataworks — Assisted Digital Survey (ATOM-823)

16
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a Support journey

Most claimants consulted with others before making a claim. More vulnerable claimants relied
more on support workers

- Where do claimants access support...

Key resources for support

+ Family, friends and other close connections are strong
influencers

‘ Vulnerable claimants

Claimants in supported living rely heavily on
support workers to understand the letter and
progress their claim.

» Most consulted with other resources before making a claim
+ Claimants with several barriers, including no

access to the internet and no family or friends
struggled the most to understand who to
consult to be able to make a claim.

» The helpline was the main point of their
investigation, and their experience was positive

» They also visited a range of other organisations to
find out more information including: Gov.UK,

Citizens Advice and Turn2Us Audio clip:

“Pm thankful for the
support workers that

+ Some also got advice and help from community support, | have”

including GPs, schools and religious centres

For Tax Credit Claimants the HMRC website would also be a key place of investigation.

" uc
Source: Move UR . . e
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e Support journey

This is supported across all cohorts TC claimants are less likely to proactively contact the
helpline

Helpline contact by cohort

- .
At least More than At least More than At least More than At least More than
once once once once once once once once
DWP Benefits 52% 25% l 30% 14% 38% 15% 43% 14%
Tax credits
only 31% 10% 18% 4% 24% 8%
ALL 42% 18% 25% 9% 38% 15% 37% 13%
At least More than At least More than At least More than
once once once once once once
Tax credits
only 21% 6% 21% 6% 19% 2%

Source: UCAD — M2UC Dashboard 06.02.23 U C
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e Support journey

The ETS cohort had the highest proportion of telephone claims. TC only cohorts had a low

amount of telephone claims between 1-4%

Telephone claims across the wider UC service are 3.1% in October 22

19

Source: UCAD Analysis — Telephone clams Official-Sensitive

[i. Telephone claims by cohort %
2
ETS Alpha Bravo Charlie Delta Echo Foxtrot
(All) (exclude (ESA) (TC only) (All) (TC only) (TC only)
ESA)
DWP Benefits 229 12% 18% ‘ n/a 20% n/a n/a
Tax credits
only 3% 1% 1% 4% 1% 2%
ALL 14% 7% 18% 1% 16% 1% 2%

ucC



a Support journey

The questions asked by claimants differed throughout the journey, moving from exploratory to
more detailed questions

Call Listening Insights: the main questions that were asked by claimants

Helpline demand is often driven by difficulty with applications and resulting confusion & anxiety

Before making a claim After making a claim Unable to make an online claim

Payments ID verification: Claimants got stuck at different points A high proportion made a telephone claim, so
were transferred to the national telephony

+ Impact on overall payment: Will | be worse off? + Additional advice: Examples include, login issues, high
level of savings » Barriers to making an online claim:

* Frequency of payment: Monthly vs. fortnightly

+ Appointments: Unable to attend due to health/mobility * Health conditions
* Requests for alternative payment arrangements: issues

linked with housing benefit » Lack of digital skills

* Understand advance payments

Process * Nointernet access

+ Employment history verification
» Automatic transfer unavailable: Understanding reason

for making a claim * Help to complete ‘to dos’
* How to claim: Understanding the process

» Ongoing relationship with job centre

» Link with other benefits e.g. PIP

Source: Call Listening Insights _ e C
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e Support journey

Guidance page is not currently well-used and more could be done in this space to optimize it for

[i. Guidance on Gov.UK
-; A

Source: Move UR

@gar\mmt
for Work &
Pensions

Guidance

Tax credits and some benefits are ending:

claim Universal Credit

Updated 28 September 2022

Applies to England

Contents

Why you need to claim Universal Credit

Ifyou have received a letter (called a Migration Natice) from the Department for Work
and Pensions (DWP), then some of your existing benefits willbe ending soon. This
guidance is only for people who have received a Migration Notice letterand live in:

* Bolton

¢ Falmouth

* Harrow

* Medway

¢ Northumberland
® Truro

For everyone else visit the Universal Credit guidance.

SUCCESS

« The guidance is easy to
understand but very few
currently read it.

Guidance Page testing

Improvements

Content is overwhelming

Unable to click and start
claim straightaway.

Most will not reach this
guidance as go through a
search engine to reach a
generic GOV.UK page.

guidance instead.

» Incorporate the specific differences for Move claimants into the main

* In the short term, the GOV.UK link-per page pattern would help to
break up content for users.

« Look at search engine optimisiation if we continue to use this page.

21
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a Support journey

There are key pain points coming up across benefits which would be good to consider in
planning for 23/24

[ ]

Call Listening Insights: Concerns by benefit type
HM Revenue

2\
-- & Customs
Housing benefit Tax Credit Overpayments

+ For some, housing benefit had not been paid on * During the Move process, some claimants were
time. With some being threatened with eviction having advised of an overpayment of Tax Credits

fallen into debt .

+ Both the TC or UC helplines were unable to help,
leaving claimants feeling ignored. Claimants are
advised to contact HMRC if an overpayment has
occurred.

» Agents are at times giving inconsistent/conflicting
advice suggesting training is needed in this area.

» Also confused about migration letter so soon after
TC renewal.

22 UC

Source: Call Listening Insights/ ETS Synthesis Report 2022 Official-Sensitive



e Support journey

JCPs were helpful but claimants had frustrations with mandatory appointments

r.i. Experience of job centre
- e

Claimants who visited the job centre voluntarily were
generally happy with their experience.

» Understanding and helpful

» Support with advance payments and frequency of
payment.

Source: Ipsos ETS 2022

jobcentreplus

23
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« Frustration were mainly over mandatory appointments

- Disabled: Being asked to provide evidence that was
not needed previously. Also, asked to attend JCP
with mobility issues.

« |n work: Found it difficult to attend and were not
given flexibility around the timeframe. An issue with
ID verification.

ucC



e Support journey

The support journey remains a core area at helping people make a considered choice around
their claim. There are several things to consider...

[ ]

Considerations for the future...

* Work with third sector » Alarge proportion of calls are + Understand the scale of the
organisations to understand driven by questions around tax credits overpayment
the resources we could offer ’how to make a claim’, and the concern flagged up by
them to provide support. following may help: claimants.

+ Look at our guidance page to » Provide an outline on the » Aprocess is already in place
see how we can provide clearer personal with HMRC but investigate
signposting around the information/documents further the pain points to
application process required when filling in the understand how to provide

application. clearer guidance and

* Review the application process reassurance to claimants.
through analytics/user + An explanation of the
research to identify various steps involved in + Look at how we can avoid
improvements. claiming to help speed up confusion during the TC

the process and reduce renewal process

» Provide a video guide to help pressure on the helpline.

explain the application process.

24 UC

Official-Sensitive



a Support journey

We will continue to analyse how TC claimants engage with our core touchpoints. We will work
with third sector organisations and look at how we can improve information

fi So what..

Further analysis:
- Continue to analyse how claimants are engaging with the helpline and other touchpoints as we move to standard.

- Continue to utilise the call listening insights to identify key queries coming through to the helpline from tax credit claimants.
- Further research and analysis required to understand potential support needs for self-employed tax credits claimants.

Outputs:

- We are looking to run a number of experiments at different points in the journey to improve information claimants need on how
to make a claim, and the documents they may need in supporting their claim. These include:

- Providing “how to” claim information on the migration notice and/or reminder letter
- Explaining the claim process more clearly on the Move to UC GOV.UK pages.
- We will also test a QR code on letters to improve signposting from letters to GOV.UK
- Continue to work with third sector organisations to provide resources to support claimants through the move process.

25 UC
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Stages of the journey

3. ATTITUDES TO UC

26
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TC claimants had formed negative perceptions of UC based on stories they had heard from others
about reduced payments and administrative problem

Neutral perception of UC: Negative perception of UC:

» Claimants who knew little about UC were more likely to have a + Claimants had heard negative stories of missed or incorrect
neutral view as they were unsure how it would impact them payments, or believed that they were likely to receive less on

: L : ucC

« Some viewed the move as a technicality — moving from one
“platform” or “provider” to another but with no effect on them as a » Claimants believed that the additional admin involved in
claimant applying and managing their claim would be a burden

» Those who had heard they needed to move over prior to + Claimants were also concerned about needing to budget
receiving the letter were less worried about the move monthly instead of weekly, and about problems caused by the

monthly payment if their employer did not pay them on a
"Not sure my view of Universal Credit as I still don’t know how it could monthly basis

affect me — if it’s just a migration to a different system but doesn’t

impact what I get, then that’s fine."” ) ) o ) )
Female, In work, Child Tax Credit and Working Tax Credit "There is quite a lot of negativity around Universal Credit, people
being worse off, not being able to cover costs for stuff”

Female, in work, Child Tax Credit

Source: UCAD/IPSOS — Move to UC TC presentation Dec 22 27 U ( :
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Stages of the journey

4. NO CLAIM JOURNEY

28
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o No claim journey

ETS indicates that claim timing is a result of confidence, capability and conscious decision
making

Rapid claims

«  Most digitally literate and confident in their own abilities. Better at ‘admin’ tasks.
+ Tend to be in-work and used to tasks of this nature.
<  Concern over delay in payments so claimed quickly to avoid delay.

Delayed claims

«  Waiting for family, friend or support worker to help with their application.

«  Competing priorities: dealing with family emergency, recovering from iliness,

school holidays.

Waiting for ‘Cost of Living’ payment or next benefit payment before applying.

+ Recent or imminent change of circumstances e.g. waiting for new job pay
confirmation.

«  Forgotten about the Migration Notice.

Deadline Claims

« Concerned about getting less on UC so choosing to stay on current benefit.

- Saving up before applying in case of delay to UC payment.

« Digitally excluded and in need of ‘face to face’ support to claim. Not currently
engaged with DWP.

fi ETS Claim Time (weeks):

© 0 N OO O A~ N

-
o

- -
N -

- A -
O S~ W

- -
N o

18+

Unclear if the Migration Notice applies to them due to recent TC renewal.
10 20 30 40 50 60 » Conscious decision not to claim — not worth time.
- Believe they will be moved automatically and benefits will not be stopped.

Officialjgnsitive

o

Source: ETS Synthesis Report 2022




o No claim journey

TC claimants were more likely to make an informed decision about their reasons for a not
claiming

lion

TC Claimants — Reason for no claims

Believe they not eligible for UC:

Some claimants didn’t believe that they would be eligible for UC as their income had recently increased and their tax credits had
already stopped

It was not clear to these claimants if the letter applied to them, so they chose to ignore the letter and not take any further action

Did not want to claim UC:

The amount they would receive was so small it was not seen as worthwhile, when compared to admin involved (Echo cohort).

Didn’t feel they needed it as they got a sufficient amount from their job and believed that benefits should only be for those who
really need it.

Delay in claiming:

Concerns about Income: That they might receive less on UC so delaying as much as possible and save up more money before
the deadline date.

« Personal/Work pressures: Busy time at work or with family life. Assumed that the process would be time consuming.

Source: UCAD/IPSOS — Move to UC TC presentation Dec 22 30 U( :
Official-Sensitive



° No claim journey

Terminations are higher for tax credit claimants. Amongst cohorts with mixed benefits, tax credit

claimants also have a higher termination rate

[i. Terminations/Extensions
-, A

% terminated

o P—r % then_made BUT made claim
ETS DWP Benefits = 1% (6,
(Al “ 16% @) [Eaipavuatbr 39% G1) 19% (19
Claimants)
Alpha “ 16% (39) 37% (14) 16% (6)
(exclude
ESA)
(ESA)
RSSSRMNRESEssssasEaRRRSSSS == o o Tt et g
! Charlie I 1 i
! (TC only) 1 23% (55) | 42% (23) : 16% (8)
1 e S S S . . .. I :
b o o e e M S M R R R R R M R R R R R R R M R
Delta DWP Benefits = 3% (8)
(All “ VAP Tax Credits = 6% (16) 25% (6) 21% (5)
claimants)
:' """""""""""""""""""" = ™ - ':
1
: ECho l 41% (77) I 31% (24) 1 14% (11)
1 (TC only) | 1
L | 1
Foxtrot o () 11% (5
(TC only) “ S S o

31
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Source: UCAD — M2UC Dashboard 06.02.23

% Extensions

DWP Benefits = 35%
38% Tax Credits = 42%

34%
30%
40%

DWP Benefits = 28%
31% Tax Credits = 41%

24%

42%

ucC



o No claim journey

No claims can be driven by apathy but also potential claimants ‘don’t claim’ due to lack of clarity

lion

Considerations for the future...

No Claims

* Provide greater clarity in the
migration notice that the
migration is important and does
apply to them (important for
TC claimants)

» Provide clear wording that they
will not be automatically
transferred across to
Universal Credit.

around the journey

Multi-channel approach

» For people who ‘put off’
claiming Universal credit there
is evidence that reaching out
through other channels can
be effective.

* Further testing to be done in
this space to understand the
channels that work best for
increasing the claim rate.

* Further research is being
conducted on ‘no claims’ to
understand the underlying
motivators amongst potential
claimants.

» Tax Credit claimants have a
higher termination rate,
suggesting we may want to
introduce a mechanism to
enable people to tell us they
don’t intend to claim.

+ A marketing campaign could
be targeted at tax credit
claimants due to the low claim
rate.

Tax Credits

32
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o No claim journey

We continue to analyse learnings to understand why people not claim UC by their deadline date

or do not claim at all
So what...

Further analysis:

- We do not fully understand why people do not claim by their deadline date and in particular the number of tax credits claimants
who do not claim at all.

- We will continue to monitor the termination rate for tax credit claimants and track those who have not made a claim to see if
they claim at some point beyond the one-month grace period, or if they claim other benefits.

- Further analysis to be done on the Echo cohort to understand the underlying motivators for a low claim rate.

- Looking to undertake a survey of those not claimed and terminated a couple of months after the claim to understand the
reasons for non-claiming.

Outputs:

- We will be running experiments to give tax credits claimants the opportunity to tell us if they do not intend to claim. This can
help us understand reasons for not claiming, ensure an informed choice is made and give greater confidence in termination

- We are looking at using data from PIP to see if we can identify potential support needs to inform the no claim journey

- A no-claim strategy is currently being developed by the team.
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Stages of the journey

5. UC CLAIM MADE
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Le Post claim research

TC claimants have a low awareness of requirements on UC. Some believed managing their
claim would involve more admin than claiming tax credits

B

: Claimant
Online Journal .
Commitment

minlm
_

Perceptions of Universal Credit (TC Claimants)

=

Job Centre

(o

Childcare support

Claimants showed
some awareness
of the online
journal. Some
believed they
would have to
report their
earnings or hours
regularly and were
concerned about
this additional
admin.

Awareness of
claimant
commitment was
very low, and
claimants generally
presumed this
would only apply to
those out of work.

Claimants were
unsure about
whether they would
have to attend
appointments at
the jobcentre and
concerned about
whether they would
be able to do so
given work
commitments.

Some claimants
thought the
process for

claiming
childcare support
would be more
difficult as they
would need to pay
upfront and then
ask to be
reimbursed.

“I am a bit apprehensive about the tasks
involved... | have heard you need to fill in, how
many hours worked each week, to the minute,
hour...That just seems like a tedious task each
week.”

Female, In work, Child Tax Credits and Working Tax
Credits
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Lo Post claim research

Across all cohorts, TP awards are more likely to be given to TC claimants (but amount is lower)

@ TP Calculations (by cohort)

1
i
1 (All
i Claimants)
13

Alpha
(exclude
ESA)

Bravo
(ESA)

Charlie
(TC only)

Delta
(All
claimants)

Echo
(TC only)

Foxtrot
(TC only)

Source: UCAD — M2UC Dashboard 06.02.23

Total MNs

187

% TP Calculations performed

DWP Benefits =95%

)
87% (435) Tax Credits = 78%

DWP Benefits = 92%
Tax Credits = 81%

87% (218)

90% (238)

7% (177)

DWP Benefits = 90%

0,
SCURS oy Credits = 76%

61% (115)

73% (131)
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% non-Zero TP Awards (of all TPs)

DWP Benefits = 45%

]

1

0, 1
49% (215) Tax Credits = 56% 1
1

DWP Benefits = 31%

45% (99) Tax Credits = 66%

39% (92)

Average Amount

£184

£209

£202

I 62% (109)

£161 I

DWP Benefits = 52%

0,
55% (120) Tax Credits = 65%

63% (73)

64% (84)
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Post claim research

Most claimants don’t understand their payment — the award amount or timing of the payment
were both concerns

Views on payments from ETS

Unpredictability (early stages) Decreases in payment Tax Credit overpayments

- Period of ‘working out’ what UC would be like due » Some received less than on previous claim and » During the Move process, some claimants were
to changes in payment: irregular, varied amounts didn’t always understand why. This was advised of an overpayment of tax credits
& multiple payments for some led to greater particularly the case for the self employed.
reliance on food banks. » These claimants were often unsure about the
- Some were also uncomfortable with the process for paying back and were worried about
- Most were confident that the payment would transitional protection and felt insufficient to this.
come on the date advised. meet cost.
« This was complicated further by being unsure
- Wait can feel long, particularly if on a fortnightly + Passported benefits may also be emphasising where to get help.
payment. this further with Tax credits.

“I made the claim to UC, and then | \
received a letter from Tax Credits
stating that | owed £590. | didn’t
understand why I'd been overpaid, so |
called the Tax Credits helpline and was
informed that | owed it because of the
move to UC” /
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o Post claim research

Most claims were paid on time across all cohorts, but Move to UC claims were more likely to
have ‘some payment late’ than full service

@ Payments — AP1
Payment timeliness for AP1

Payment Timeliness for AP1
New claims paid between June - December 2022

100%

90%

80%
70%
60%
50%
40%
30%
20%
10%

) IIIIII llllllll.ll
Q 2 " n o _g 3 o ‘6 Q 2 ) n o :_:l 3 o ‘é‘ b4 ] E u o o g B [*] ‘5
> 5 & 5 8 5 38 § £/ 25 4L 8 8 5 3 8 £ 5 5w 5 8 F 838 % %
< = < & 5 ° g% = < & 5 ° 25 = < & 5 ° :

>
<
Full payment on time Some payment late Paid late
Source: M2UC data and PDM, 8/2/23
Note that retrospection may result in subsequent changes to proportions (especially for claims made in later cohorts).
Full payment on time .
pay Some payment late Paid late U C

Source: Move to UC - Data analysis (ATOM-885) with support from UCAD Officiald®nsitive



Post claim research

Experiences of Universal Credit are mixed with both positive and negative feedback. The
experience was better for individuals with stronger digital skills

Experience of Universal Credit (ETS)

+ DWP advisors were described as friendly & put them at » Making a claim is challenging for people who lack digital
ease. skills, and need more support. Usually found via

friends/family.

* Online journal was well-received with many positives -

straightforward, easy to use with fast response times.  If unable to make an online claim, frequent visits to JCP

Made thing ‘simpler’ with all things in one place.

More frequent contact with ‘work coach’ was a
positive for those seeking work, and supportive in helping
them find courses (not available on JSA).

can be frustrating and difficult if you lack mobility. There
can also be a lack of consistency in the messaging.

Telephone claim claimants also spoke about the lack of
consistency in speaking to advisers. There was also long
waits and lack of ‘call backs’, with some unsure who to call.
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o Post claim research

More Insight is required on the post claim journey to understand more deeply areas of

development. We have the following considerations so far...
@ Considerations for the future...

Transitional Protection Clarify expectations on UC Claimant commitment

» Transitional Protection is a key » As this is new, greater clarity + For Move to UC claimants
element, particularly for tax on claim management to consider how claimant
credit claimants. reduce any anxiety, such as commitment could be

how often journal should be tailored to their situation.

* Look at how we can improve checked and how quickly to
messaging and respond.
communications in this area,
potentially through worked » For TC claimants,
examples in literature. communications could

emphasis that UC

requirements will be tailored
to the needs of those in work.

* Promote the benefits of
Universal Credit — the journal
and extra work search support.
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(s ) postciaim researcn

Further analysis is required on this area of the journey and will continue to work in collaboration

So what

with other teams across the programme.

Further analysis:

Further analysis to be done on the journals to understand the key queries and questions coming through from Move to UC
claimants, particularly tax credits.

Further research and analysis to be done on the particular needs for claimants to understand transitional protection and the
wider financial impacts of moving to UC

Continue to monitor the new claim journey and points where claimants can get stuck e.g. verifying ID
Analysis on Claimant Commitment to understand implications for tax credit claimants.

Outputs:

We are planning on running experiments across the journey about how and at what points we best help claimants understand
Transitional Protection.

We are analysing data around payment patterns to understand if there is a better time to claim UC.

We are exploring how we match move to UC claims earlier in the process

We are making improvements to the explicit consent model in UC.

We are making improvements to ensure tax credits claimants understand they need to accept their Claimant Commitment.
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Overall performance of service — Discovery

NEXT STEPS
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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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