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1.     SUMMARY 
 

1.1. St Mungo’s provides hostels and other supported housing for people who are homeless or at 
risk of homelessness, as well as support for people sleeping rough. We deliver services 
across London and the south of England.  
 

1.2. An important part of our work involves helping people to understand their entitlements and 
supporting clients to establish and maintain their benefit claims. This submission reflects 
evidence provided by St Mungo’s accommodation and welfare advice staff.  
 

1.3. To make Universal Credit work for people who are homeless or living in homelessness 
accommodation, St Mungo’s calls on the Committee to recommend that: 

 The provisions for direct communication with DWP and escalation routes available 
under the live service are also included in the full service. 

 Short-term advance payments of Universal Credit are better explained and all 
claimants can spread repayments over a 12 months period.  

 Alternative Payment Arrangements are offered to supported housing residents as 
standard from the first Universal Credit payment. 

 The Universal Support offer is expanded to tap into a wider set of locally available 
services that meet a larger variety of support needs. 

 The housing costs in supported housing will continue to be met through Housing 
Benefit until the Universal Credit roll-out is completed and concerns around the 
accuracy of the housing cost element have been fully addressed. 
 

About St Mungo’s 

Our vision is that everyone has a place to call home and can fulfil their hopes and 
ambitions. As a homelessness charity and housing association our clients are at the heart 
of what we do. 

We provide a bed and support to more than 2,600 people a night who are either homeless 
or at risk, and work to prevent homelessness. We support men and women through more 
than 250 projects including emergency, hostel and supported housing services, advice 
services and specialist health, skills and employment services. 

We currently work across London and the south of England, as well as managing major 
homelessness sector projects such as StreetLink and the Combined Homeless and 
Information Network (CHAIN). 

We influence and campaign nationally to help people to rebuild their lives. 

For queries about this submission, please contact Sylvia Tijmstra at 
sylvia.tijmstra@mungos.org or tel: 0203 856 6214. 

mailto:sylvia.tijmstra@mungos.org
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2. ST MUNGO’S EXPERIENCE WITH UNIVERSAL CREDIT 
 

2.1. The full impact of the Universal Credit roll-out has not yet been felt by staff and clients in 
most St Mungo’s services. To date, the majority of St Mungo’s residents remain on legacy 
benefits as most of our services are outside of the Universal Credit full service areas. 
 

2.2. Where accommodation services fall within Universal Credit full service areas, our staff 
support residents to establish and maintain their Universal Credit claims. In addition, some 
people with existing Universal Credit claims have been referred into St Mungo’s 
accommodation outside of full service areas.  
 

2.3. Under the current funding system, our residents in supported housing have their full housing 
costs met through Housing Benefit even if they are claiming Universal Credit. When 
residents claiming Universal Credit move on from our services, they are required to establish 
a Universal Credit claim for housing costs on their departure. We also work with clients who 
are living in general needs housing and they will claim the housing support element through 
Universal Credit.  
 

2.4. On the whole, our early experience with Universal Credit has not been positive. Clients and 
staff have experienced delays, inaccuracies and poor communication from helpline staff 
resulting in individual hardship for clients and financial risk for St Mungo’s.  
 

2.5. Staff have reported that there has been confusion over live service area gateway conditions, 
leading to people being asked to claim Universal Credit when they should have remained on 
legacy benefits. Requests for mandatory reconsiderations have been lost. Some of the 
measures designed to help vulnerable people manage Universal Credit, including Alternative 
Payment Arrangements and Universal Support, are not yet being effectively administered.  
 

2.6. It is essential that these issues are resolved to make sure that Universal Credit works for 
people who are homeless and people living in supported housing. Many of the tools to 
resolve these issues are - in principle - already available within the Universal Credit system. 

2.7. This submission will focus on the following questions: 

 How long are people waiting for their Universal Credit claim to be processed, and 
what impact is this having on them? 

 How are claimants managing with being paid Universal Credit monthly in arrears?  
 Has Universal Credit improved the accuracy of payments? 

2.8. If the Committee would find it helpful to meet with our Welfare Rights Adviser or clients to 
discuss the issues raised in more detail, we would be happy to arrange this.  
 

3. How long are people waiting for their Universal Credit claim to be processed, and 
what impact is this having on them? 
 

3.1. The standard waiting period and processing times for Universal Credit, mean that it will take 
at least 5 to 6 weeks for a first Universal Credit payment. However, many St Mungo’s clients 
are experiencing much longer delays while their Universal Credit claims are being 
processed. Delays are particularly apparent when a Jobcentre appointment is necessary, in 
cases where Habitual Residence Test is required, where clients are working, or where an 
Alternative Payment Arrangement is requested. In addition we find that forms of identification 
that were accepted under legacy benefits are not always accepted under Universal Credit, 
leading to further complications for some of our clients.  
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3.2. We work with people who are homeless or at risk of homelessness. As a result, our clients 

do not have the financial resources to bridge the gap between applying for Universal Credit 
and receiving the first payment. Advance payments are therefore crucial to help manage the 
transition to Universal Credit for this group. We find that the availability and purpose of 
advance payments is still not explained clearly enough. In addition, new claimants need to 
repay the full amount within 6 months, which can cause further hardship for those who do 
make use of this provision. By contrast, claimants receiving advance payments in the 
context of transferring from legacy benefits to Universal Credit can spread repayments over 
12 months. We would like to see this longer repayment period extended to new claimants as 
well.  
 

4. How are claimants managing with being paid Universal Credit monthly in arrears? 
 

4.1. We work with a client groups with a variety of needs. Even amongst clients who have no 
identified budgeting or support needs, we find that managing monthly payments in arrears is 
often a challenge. This can in turn lead to clients turning to loan sharks, relying on foodbanks 
or using part of the housing cost element for general living expenses leading to rent arrears. 
  

4.2. For our residents in supported housing, monthly payments are simply unsuitable in the vast 
majority of cases. Many of our residents in supported housing have multiple needs and 
require significant, sustained support: 
 

 44 per cent of St Mungo’s residents have a significant physical health problem 

 55 per cent have a substance use problem  

 73 per cent need support for their mental health  

o 63 per cent have a formal mental health diagnosis 

o 21 per cent have been diagnosed with schizophrenia.1 

 

4.3. Given these support needs, monthly payments present a real risk, not just in terms of 
budgeting and arrears, but also in terms of general health, physical safety and ultimate 
recovery. As a result, having Alternative Payment Arrangements in place from day one is 
crucial for this group. Currently we find that Alternative Payment Arrangements take quite a 
while to set up and as a result clients receive at least one, if not several, relatively large 
monthly payments before the appropriate Alternative Payment Arrangements are made.  
 

4.4. In addition to the Alternative Payment Arrangements, Universal Support is meant to support 
those who struggle to manage a Universal Credit claim successfully. In the areas where we 
work, we are not aware of a significant Universal Support offer helping our clients to address 
their barriers to managing monthly payments effectively. Universal Support is currently only 
designed to address a limited number of relatively low level barriers, focussing mainly on 
digital skills and financial literacy. In order to truly support claimants with multiple and/or 
more complex barriers, the Universal Support offer would need to be expanded to tap into a 
wider set of locally available services that meet a larger variety of support needs. 
 

  

                                                           
1 St Mungo’s (2016) Client Needs Survey 
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5. Has Universal Credit improved the accuracy of payments? 
 

5.1. While Universal Credit theoretically makes it easier to ensure that claimants receive their full 
benefit entitlement, we find that elements are frequently missing. We have for example seen 
this with the child element and the limited capability for work element. We have also seen 
cases where an element has been awarded following an appeal, but the element is not 
released despite the fact that the appeal decision has been uploaded on the Universal Credit 
claim. Similarly there have been instances where an element has been allocated on the 
system but DWP staff were not able to release it.  
 

5.2. In addition we have come across incidences where the housing element only covered half of 
the rent. No reason for this is given to the claimant, but we have now been informed that this 
can be caused by the fact that the original tenancy agreement featured more than one 
tenant and has not been updated when the second tenant moved out. As tenancy 
agreements are not routinely updated in such circumstances, this will continue to create 
issues unless Universal Credit is adapted to deal with this issue.    
 

5.3. Our supported housing residents currently have their housing costs met through Housing 
Benefit even if they claim Universal Credit. Yet we have come across cases where residents 
inadvertently receive the housing cost element of Universal Credit. In some instances, 
residents have, correctly, not claimed the housing element of Universal Credit and Local 
Authorities have subsequently refused to pay Housing Benefit on the grounds that they were 
receiving Universal Credit.  
 

5.4. When issues do arise, we are struggling to effectively assist our clients in full service areas. 
In the live service areas, we were able to communicate directly with DWP on behalf of a 
client and there were clear escalation routes for more complicated problems. This allowed 
issues to be resolved relatively quickly. In the full service areas those options are not 
available, which is resulting in considerable delays.  

 

 

   


