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Hello All, 
  
Following the information sharing session at our recent forum, it would appear that many 
of you are experiencing similar problems when helping your clients navigate their 
Universal Credit claims. This Universal Credit Focus email highlights the three most 
prevalent issues. 
   
Housing Cost Contributions 
Several of you have reported that you are coming across cases where a housing cost 
contribution is being deducted in error. A housing cost contribution (the Universal Credit 
term for non-dependant deductions) shouldn’t be made in the following circumstances: 
 

• if the tenant or their partner are severely sight impaired or blind 
 

• if the tenant or the non-dependant receives Personal Independence Payment daily 
living component, Attendance Allowance, Disability Living Allowance middle or 
higher rate care component or Armed Forces Independence payment 

 

• if the non-dependant is under 21, receives Pension Credit, Carer’s Allowance, is 
responsible for a child under 5, is a prisoner or is in the armed forces and deployed 
on operations. 

 
A non-dependant is a person you are not claiming for as part of your family (e.g. adult son 
or friend). Anything the non-dependant pays you is ignored as income. Lodgers and 
boarders do not count as non-dependants and they are not allocated a bedroom under the 
size criteria. 
 
When a housing costs contribution does apply, it is set at £72.16 per month. This will be 
deducted from your UC entitlement. 
 
Where you see a deduction being made when an exemption should apply, challenge the 
decision through your client’s journal, clearly stating why the deduction should not apply, 
and be sure to check that any correction includes a full backdate. A particular exemption 
to watch out for is receipt of a disability benefit – there is national concern that the UC 
claim does not ask about receipt of disability benefits so doesn’t automatically pick up on 
these cases.  
 
Paper trails 
We have all come across clients who produce huge stacks (even bin bags full) of letters 
from the DWP for us to trawl through. Although this can sometimes seem overwhelming at 
first, the evidence of what decisions and payments have been made in the past gives us a 
good footing when trying to unpick how problems have arisen.  
 
Universal Credit however, is not leaving a paper trail. This is starting to become a 
significant problem, especially when you want to challenge a decision or ensure that your 
client receives any backdated payments that they are entitled to. We are hearing reports 
of journals disappearing completely when claims are ‘closed’ in error, and that once 



problems with payments are rectified, payment screens are updated to the correct 
amount, with no evidence of the previous amount still visible.  
 
Although it seems laborious, one option is to get into the habit of taking screen shots of 
your clients’ journals and saving them electronically (e.g. in a Word file) to print off, 
especially where you spot something that has gone wrong.  
 
If anyone has any other tips for how to tackle this problem, then please let us know so that 
we can pass it on. 
  
Journal access for advisers 
Whether or not advisers should be physically helping claimants make their claim, storing 
their log-in details, or logging into a journal without the claimant present is a very hot topic 
in the advice sector at the moment. There are conflicting opinions on this matter, varying 
from it being no problem if you have the claimant’s explicit consent, to the risk of 
prosecution and falling into deep water with the new data protection laws if anything were 
to go wrong.   
 
In practice a lot of you have told us that, especially with your more chaotic clients, you are 
storing clients details securely in your place of work. There is a fear that if you don’t, your 
clients will end up missing updates on their journal which could lead to sanctions.  
 
If any official instructions or guidance is provided on this issue we will let you know. In the 
meantime, if you are taking details, always make sure that you have explicit permission 
from your client to take any action at all.  
 
Tell us more … 
We still want to find out find out about people's experience of claiming Universal Credit so 
we can help make positive changes and ensure that claimants are heard. Please tell your 
clients about our survey  www.surveymonkey.co.uk/r/UCFocus. There is a free prize draw 
for a £10 voucher every month. We are also sending out paper copies with freepost 
envelopes, please let us know if you run out. If you don’t receive any please ask! 
 
 
We hope you find this e-mailing helpful …  
 
Best wishes 
 
The WBU Advice Team 
 
Amy, Andrew, Jenny, Kat, Kate, and Liz 

 

http://www.surveymonkey.co.uk/r/UCFocus

