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Service Centre Leaders —to be used in the scenario: Escalation
contacts

Name Job Role Contact | Email Address
Number

Customer Service Leader XXXX

Work Coach Team Leader  xxxx XXXX
Service Delivery Team XXXX XXXX
Leader

Relationship Manager XXXX XXXX

Work Coach Team Leader  xxxx XXXX



Record of Complex Needs Meetings

This could include ;

* Service Centre/ Job Centre
* Local Authority
« CAB

Disadvantaged/ Complex Needs group Leads

‘Customer Representative Group’
meeting— local providers &
stakeholders talking with UC Full
Service Staff (Work Coaches , external
relationship team) — to improve links &
explain aims / processes and latest
updates.

Inform all Key
Stakeholders of the
impact of UCFS. To
deliver UC awareness
presentations and on-
going update

Wirral Employment Partnership Up-skill Local
Employers in Wirral and
surrounding areas to
notify of the impact of
UCFs to recruitment

and on-going staffing.

Monthly

15" Jan 2018

Wirral Benefits and Revenues
Merseyside Senior Manager
UCFS WSM

Customer Service Manger
Wirral Cluster Manager
RSL’s

Welfare Rights

Work Coaches

Large Employer Engagement
Event in partnership with Wirral

Chamber of Commerce.



Working Together to support Complex Needs.
Record of Complex Needs Meetings

This could include ;
Service Centre/ Job Centre
Local Authority
CAB
Disadvantaged/ Complex Needs group Leads

Registered Social Landlord Forum The aim for the meeting  18.10.17 RSL’s plus UCFS trained Work
is to provide Coaches
reassurance and
support from myself as
your Relationship
Manager during the
initial rollout period and
beyond.

Local Authority Care Leavers Team & Inform all Key Date pending XXXX
CAB Stakeholders and

partners of the impact

to UCFs with

awareness

presentations



Our Site/ Linked Site Leads and Subject Matter Experts.

4 )
Assisted Digital
Homeless (I Suicide / Self harm Mental Health
Local Lead; xxxx Contact: UCES Work Local Lead; WCTL’s Local Lead; xxxx
\_ ) Coaches

4 N

Learning Difficulties &
Autistic Spectrum
Local Leads; xxxx

- J

Domestic Violence
Local Lead; xxxx
Contact; UCFS Work
Coaches

4 N

Community Partner
Lead; xxxx

- J

MAPPA / Ex Offenders
Local Lead; xxxx

Veterans / Ex-Forces
Local Lead; xxxx

Refugees / Asylum
Seekers
Local Lead; xxxx

Prison Work Coach; Debt Modern slavery Alcohol & Drugs
Local Lead; Xxxxx Contact; UCFS Coaches Local Lead; Xxxxx Local Lead; xxxx
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Gingerbread women’s aid
Single parents, equal families until women & children are safe

Prince’s Trust

carersuk

making life better for carers

addaction

C N
District Provision Tool

Paste the Link into your intranet browser:
http://intralink/1/dpt/northwest/Merseyside/
\_ Merseyside/home/index.asp -

the m Supporting people
ive homeless trussell with sight loss
m trust

re
Stop UK Hunger


http://intralink.link2.gpn.gov.uk/1/dpt/dptlist/index.asp#TopOfPage
http://intralink.link2.gpn.gov.uk/1/dpt/dptlist/index.asp#TopOfPage

U( : Universal
Credit

Check List for Sites moving to Full Service and New Starters

Action Process / Link Lead Last Next
Reviewed |Review

All Colleagues have access to Complex Needs HUB  &fe]na] o] [ @N=T=lo M m (U] 0] 06.12.17 = XXXX
via the Digital Delivery Platform Complex needs plan now saved within Wirral Cluster folder for

each office. All staff have access to this and have been given time

IV e R G R e DE R R e Vs 1 tO havigate through this. Also delivered at office comms to all staff

through the guidance. for awareness.

All Staff have an awareness of .. Limp scenarios enacted 1/4rly. LIMP & BCP part of induction XXXX 11.10.17 Completed
DWP UCB and Suicide /Self Harm 6 Point Plan training. All staff read LIMP after an incident, or annually. Full 11.10.17
procedures . (LIMP) review of Suicide 6 point plan has been undertaken to check their

understanding.

All Colleagues have a feedback loop and know how JREISINHSSIEENaI(s]Vle[aWS]IR 16.02.18 On-going
to report gaps in process for Claimants with complex ES1IMalEWely @\ Lol [SRigI(e]ils] iRVl N[ale W alel VI =R XXXX

needs. Local lead — xxxx, based on the UCFS Team at Widnes JC.

(via SIL- (Name)) Partnership Manager is responsible for sourcing provision to plug

any gaps identified via the Complex Needs Issues Log.

All Colleagues have access to the COM and know XXXX 23.11.17 Completed
how to use this. Link to the COM on Desktop 23.11.17
Yes — desktop check to confirm 10.07.17

Link to DPT on desktop — Checked to confirm with staff

VAR OT0) | =rTo (RIS [ Ll WA oM A To R (= ofel e T kAN S DPS comm'’s session delivered and on-going coaching available to  xxxx 22.11.17 On-going
DPS utilise the provision pathway on COM. Gaps in knowledge

identified during QAF observations. Any gaps in provision are

escalated on the issues log and taken up by the Partnership

Manager and/or the Employer Adviser. New DPS ‘Good to go’

launced 22.11.17



http://intralink.link2.gpn.gov.uk/1/corp/sites/uc-replicable-model/guidance/DWP_T905908.asp
http://intralink.link2.gpn.gov.uk/1/corp/sites/uc-replicable-model/communications/DWP_T895235.asp

( : Universal
Credit

Check List for Sites moving to Full Service and New Starters

Action Process / Link Lead Last Next
Reviewed |Review

Ensure Service Centres and linked Job Centres omer Service Leade eceives details of a 0 Decembe
communicate regularly to discuss/ resolve issues departmental meetings & cascades to Leadership tea
and build working relationships. alation routes now set up
* Any issues encountered should be recorded on DWP DEcIsIo aKers Ashto akertfield D
plan c alatlo O €10 O O > € CE c
Da acro P anad along ead. All pa e
DIO c = alated 10r a one ecel ] a adVa c

All Colleagues are aware of the Universal Support Delivered to all staff at o pply camp away da 6.09 ompleted
Delivered Locally (USDL) and our local Partnership R 6.9
offer.
All Colleagues are aware of booking home visit and e claima equires a Home e Wo 0a ould 6 ompleted
escalation procedures omplete a DWP g Referral Fo eld s s
ALP olde g tha e gde tha e claima
O pletea relelra O cel O DEe SE O O O a



http://intralink/2/pension/applications/lsrst/index.asp

UCs Your Complex Needs Site Plan

Opening up work_

Section 1 — How do we understand Complex Needs Customers in our area?

This should include

+ Specific challenges in your Site picked up from feedback in Communication sessions , Complaints, UCB procedures etc...
* Understanding your most common groups of Complex Needs.

+ Gaps in local provision identified and recorded here.

Problem Action Lead Date Progress Target
added Update Date
There have been a number of instances where staff 0 improve sta derstanding of mode 6.09 0 op ompleted
have suspected potential problems linked to modern ave ow to ide and actio € delivereo 6.9
slavery but were unclear of what action to take. ould consiae € pporting a ome ompletea
Some UCFS claimants are experiencing difficulties Prior Go Live - Progra e of Digita 3 On-going On going
maintaining their account on the ‘service’ due to a Awarene essions delivered by Service 0a g prior to
lack of digital skills Delive eam and Ppo e JCP and co 0
ors peyondad go e
pecla on-going Digita a 0 CO e
0[S ered p a elong ea O
Claimants experiencing money management 0 ose AB and Welfare Rig All sta 0 eared and o ompleted
issues/unable to plan their finances effectively 0 understand their offer and how service 6.10 going 6.10
A pDe a e <10
I: O a
alifax Ba oup Se 0
O G dl eve e e O
Claimants experiencing multiple complex needs Refer to abo or telephone coa 0 ervice 08.06 OUrse g 03.18
issues who require a holistic, intensive approach 0 Outrea orke orking Delive 03.18
e alnad ea > a00 > jJee ea a ee J O
P Carers and R providing and
Jroup Se O PPO > O
Staff unsure of MAPPA arrangements Refresher session to be delivered to all sta ail sent to ompleted
0 ew e 0 be coveread D anage
C O a O 0 de a




UCe Your Complex Needs Site Plan

Opening up work_

Section 1 — How do we understand Complex Needs Customers in our area?

This should include

+ Specific challenges in your Site picked up from feedback in Communication sessions , Complaints, UCB procedures etc...
* Understanding your most common groups of Complex Needs.

* Gaps in local provision identified and recorded here.

Problem Action Lead Date Progress
added Update
Some gaps in support/knowledge identified to g Co Outrea orker to up 0.10 On-going
support women, in particular, lone parents. acro €
alted O ea A are e e
UCEFS staff have identified gaps in their knowledge g Co Outrea orker and 0 op up
around housing and homelessness Relatio p Manager to up acro e being de

a A O
O A O
Claimants experiencing multiple health issues ealth and Wo onversatio 0 0 A On going P E lea
Ol a a de ered ana O A 0 place O 00O O

DEA DO eview of local offe
progre
ancedad pport Offe a3 D 0
a adKe 0, e OCal Gela el
P O ea prog e a3
- pe O A ed alnad da A
(e <10 O >
All Complex Need ‘area’ site Leads (See slide 4) to o find o at alternative suppo 0 Provisio
locate local / national support & publicise through available in area 0
DPT & this Plan. o find © at nationa DPO dra D
avallable de Q
O promote & pub deta pdate DP

Target
Date




U C Universal
Credit
Opening up work_

Your Complex Needs Site Plan

Section 2 — Ownership and Case Management
This should include any Issues picked up in

* FOH/ Triage Process/ Escalation Routes

* Home visits.

* Appointments and Interviews

« Partnership with Service Centre/ Job Centre, case conferencing .
» Partnership with Local Authority, External Organisations

Problem
Money Advice required oney Advice required AB 9.10
PIo aed
e alalio
O d
dela
Advances: escalation route for pa 2 / ompleted
blocke or advance s s alne 2
entre, a a aware and °
proficie e advances and
onversatio around added o
s e period or advances and
Ope O
> 0 aletl.o 0.00 >
as-and-ne e3
arrangeme 0
0 ddVd c dl eVve
ervention as appropriate and
ollo 0 P B eferra eq 20
Vulnerable Customers A es to implement process and resource 0 3 ndated
0 e e ome ecelve a call and A 0)Y[0
O a e ade o (d O eVd ale d alo ole
erap > OI110 0 14 e (O attend a
>10]0]0; > dlld d O 10110 O d
s10]0 allO ere ApPpo > a O

Target
Date



https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0
https://intranet.dwp.gov.uk/news/christmas-and-new-year-arrangements-0

Universal 1
UC:z Your Complex Needs Site Plan
Opening up work_

Section 2 — Ownership and Case Management
This should include any Issues picked up in

FOH/ Triage Process/ Escalation Routes

Home visits.

Appointments and Interviews

Partnership with Service Centre/ Job Centre, case conferencing .
Partnership with Local Authority, External Organisations

Problem Target
Date

Social justice forum All staff attend one day event every 3 months.  *  xxxx * 13.02.18- First set of
To up skill and awareness in customers needs 16.02.18 events gomg
and availability of help and support. completed




UCe Your Complex Needs Site Plan

Opening up work_

Section 3 - Any other issues for Complex Needs Customers.
This could include
* Re-occurring issues picked up in Site Quality checks.

Problem Action Lead Date Progress Target
added Update Date

Site quality checks to started February + WCTL 16.02.18 On-going. On going



U( : Universal
Credit

Citizens Advice Bureau

Address: 132 Claughton Rd, Birkenhead CH41 6EY
Phone: 0300 330 0111

Includes debt counselling

Wirral ways to recovery
Address: 23 Conway St, Birkenhead CH41 6PT
Phone: 0151 556 1335

Jobcentre Plus
Address: 17-21 Price St, Birkenhead CH41 6JN

Tomorrow's Women Wirral
Address: Beckwith St East, Birkenhead CH41 3JE
Phone: 0151 647 7907

Wirral Churches Ark Project

Address: The Ark Mary Cole House, 6 Sandford St, Birkenhead
CH41 1BN

Open 24 hours

Phone: 0151 649 0111

Samaritans
Address: 15 The Rake, Birkenhead, Wirral CH62 7AD
Phone: 0151 334 7560

Wirral Advisory Centre
Address: 4 St Anne St, Birkenhead CH41 3JU
Phone: 0151 666 1999

NEO COMMUNITY CAFE & CATERING
Address: Beaconsfield Community House,
Rock Ferry, Birkenhead CH42 3YN

Phone: 07447 913888




Birkenhead

DNe@ © L Customer
)| * ' ' S\ presents complex
"B\ _f‘:‘\ﬁ_@ ﬁ\h S A need at front of
house
/Can issue be resolved at\
?
Don’t forget to record R Olse - No Can issue be resolved
any issues raised on your . : through case
Complex Needs Plan ) gf;ﬂg;ggll liiaSLIIIDL conferencing with SME/
grtarty WC/ Case Manager?

Assisted Procedures

k’ Home Visit referral etc. /
No

4

Manager/ SPOC to No Raise with Manager or
escalate to relevant Escalation SPOC
Contact XXXX
. > WCA e Advance
b LM Decision
Housing/ Eviction Payment BeCision payments

XXXX
oK o XXXX All Staff




Customer .
2o 2 2 P = complex UCFES Service Centre
\e need in Service

AWAY A& Centre
\

/Can issue be resolved in

' ?
Don’t forget to record erilds LU No Can issue be resolved
any issues raised on your . . through case
Complex Needs Plan ) gf'ng DEE itall conferencing with SME /
T WC/ Case Manager?

Assisted Procedures

K. Home Visit referral etc../
No

Manager/ SPOC to N : '
escalagte to relevant ° Raise with Manager or
Contact Escalation SPOC
K \ WCA 4 Advance
- LM Decision
Pa_lyéng A Decision EC payments
TBC TBC

Housing/ Eviction
TBC

A )




Incident Reporting Process UC — DWP Visiting (DWPV)

Incident raised at UC
regarding a Visit

a specific
case or a
trend?

Trend

Is the incident

Specific

Yes

D

o)

DWPV Referral
tool

Contact the team via the \_/
generic email address
found on the DWPV

Referral tool

Has the issue
been
resolved?

Contact the VTL Manager
(HEO) of the person who
responded from the team (this
can be found using the
directory)

Has the

iIssue been
resolved?

$N0

( Contact DWP Business Services via the generic

L inbox

|



http://intralink/2/pension/applications/lsrst/index.asp
http://intralink/2/pension/applications/lsrst/index.asp

UC Full Service — Upton JCP Site Characteristics

( [Site Characterisuos Queston

Prime site or Non Prime site? Prime site
Co-located site? No

If yes, provide details

Current number FOH desks? 31
Current number BOH desks?

Are there areas that can be expanded into No
FOH/BOH?

If yes, provide details including estimated number

additional desks

Is this a satellite site? No

If yes, provide linked site details

Is there sufficient WiFi capacity in all areas of your  Yes

site?

If no, provide details

Are there any non WSD staff based at your site? i.e. Yes

DWP visits, FES, OED, non DWP staff 2

If yes, please provide details FES and troubled families

Any other relevant estates information? No
e.g. scheduled for closure

Current SIP on site? 30
Current FTE on site? 27.18
Maximum SIP that could be accommodated?

Peripatetic working? No
If yes, provide details of job roles and linked sites

Any other relevant people information? No
e.g., VES, retirements, recruitment

No. HRT interviews per week? 3
No. JSA(c) new claim interviews per week? 20

Do you have caseloads for claimants not attached to No
your specified postcodes?

Remote claimants or postal signers? No
If yes, provide details

Any other relevant caseload information? No
e.g., redundancies, seasonal variations, transient

Do you share postcodes with another JC? No

Provide details

How many LAs are attached to your postcodes? 1 — Wirral borough council
Provide details

9
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Additional Resources

(B s ol
[zl s ...

Refugee guidance
=) 2

it e Bl WER Cinmmepsm: B prmo (HFET semrTp TG
P Meln reii ol DLl

Assisted Digital

http://intralink/1/corp/sites/uc-replicable-
model/guidance/DWP T886258.asp#TopOfPage



http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T886258.asp#TopOfPage
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T886258.asp#TopOfPage
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T886258.asp#TopOfPage
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T886258.asp#TopOfPage
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T886258.asp#TopOfPage

Recording Complex Need on the Build - Claimant Profile

The claimant profile should be updated with any temporary or long term complex needs and how
that affects the claimants ability to use the service. Staff can also record any issues that have been
identified which require support so it can be offered at the earliest opportunity.

The list below is not exhaustive but is a representation of the possible types of complex needs
claimants may have. Itis important that information on the complex needs highlighted below are

recorded as these are statutory groups. For more detailed information on complex needs see the
complex needs hub.

Ex-offenders

Homeless or at risk of homelessness

Drug/Alcohol abuse

Victims of domestic abuse

Care-leavers

Mental Health

Physical disability

Bereavement

Assisted Digital - are there support needs when transacting with the service
Appointees- not including appointees details

Non English speaking claimants or English as a second language
Risk of suicide/self harm or risk of harm to others

on-digital relationship — this claimant relationship with our service is conducted entirely via
lephony/visits and why

sory loss (hearing & visual impairments)

r of Personal Budgeting support — record taken place and if referral to USDI made (plus
nt).

ds of payment — record of MOP payment conversation when exceptional methods being
d why

s who are receiving support through other agencies for example, Troubled Families

21


http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T905908.asp

22

Recording UCB incidents

Re-enforce UCB process including potentially immediate impact on
Jobcentres and Visiting Officers.

Include immediate communication between SC, JC and VO to alert of
potential face to face contact. Link to UCB

Home Visits
A home visit should be used:

When the claimant has no access to a phone or to information

technology either as an individual or through a friend, family member or
third party stakeholder partner.

To safeguard claimants against sanctions if it is deemed that they have
a health condition that restricts them from leaving their home. This will
help determine whether the claimant fully understood their
commitments and good reason can be gathered if appropriate.

Full UC ES Visiting Guidance Link

UC ES Visit Process Map



http://intralink.link2.gpn.gov.uk/1/corp/sites/uc-replicable-model/guidance/DWP_T888876.asp
http://intralink/1/pdcs/dwpvisiting/our_organisation/dwp_t891747.asp
http://intralink/1/pdcs/dwpvisiting/our_organisation/dwp_t891757.ppt

Supporting our colleagues:
difficult conversation debrief

Supporting customers with complex needs may result in colleagues being exposed to
distressing or difficult situations, for example a claimant who threatens to harm
themselves or our people. Depending on the type of incident, you may need to follow
the Suicide/Self Harm 6 Point Plan, or complete an online UCB incident report form.

Line managers should review these incidents with their staff in a timely manner. This is
an opportunity for affected staff to reflect on the incident, discuss their feelings about it
and agree any support to help them deal with their reactions to the experience.

The Employee Assistance Programme (EAP) can provide an independent, confidential
counselling service. You can contact the EAP helpline by calling 0800 028 8763. The
service is available 24 hours a day, 365 days a year and all calls are free of charge
from landlines. There is no limit to the number of calls you can make to the helpline.

The EAP also has a management support service to help line managers deal with
ese conversations with their members of staff.

se see the link to Claimant suicide or self-harm — DWP Six Point Plan
ework
intralink/1/corp/sites/uc-replicable-model/quidance/DWP T903112.asp

23


http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T903112.asp
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T903112.asp
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T903112.asp
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T903112.asp
http://intralink/1/corp/sites/uc-replicable-model/guidance/DWP_T903112.asp

