Welfare Rights Advisors Meeting 16/7/2025 Action Points and Summary:
The Welfare Rights Advisors Forum focused on addressing various challenges faced by clients navigating Universal Credit and housing-costs issues. 
Key issues discussed included the backdating of housing costs and the complications arising from mandatory reconsideration requests. Chris raised concerns about clients being locked out of their journals, which hampers their ability to submit requests and receive timely assistance. Participants shared their frustrations with the postal system and the lack of reliable email options for submitting mandatory reconsiderations. The conversation underscored the gap between theoretical processes and the practical experiences of clients, emphasizing the urgency for a more efficient online submission process to ensure clients can meet deadlines.
1. Claimants problems with requesting MRs/getting information about overpayments/delays in responses
Advisors highlighted the challenges clients encounter when trying to request mandatory reconsiderations, particularly due to the absence of a functional email address and the inefficacy of the Freepost address for Universal Credit. He noted that clients frequently struggle to obtain information regarding overpayments, leading to confusion about the nature and status of their debts. The discussion included feedback from other participants regarding similar experiences with the postal system and other difficulties in information getting to the correct person/department.
Advisors raised concerns about clients being locked out of their journals, which hampers their ability to submit requests and receive timely assistance. Participants shared their frustrations with the postal system and the lack of reliable email options for submitting mandatory reconsiderations. The conversation underscored the gap between theoretical processes and the practical experiences of clients, emphasizing the urgency for a more efficient online submission process to ensure clients can meet deadlines.
[bookmark: _Hlk203659332]ACTION POINTS
· The need for improved communication and escalation processes within the DWP.
· Harry will write a report regarding the issues raised and escalate it to Umme.

2. Housing Backdate awards 
Problems with the DWP's practice of sending backdated payments directly to clients instead
Shaifur, it's very difficult for us in the job centre to know how long that decision is going to take or be made. What we can do, if some are urgent, we can raise it, escalate it to them and say if they can prioritise those decisions. The way it gets allocated isn't at the job centre, it's at a different centre altogether and all they do is allocate it to teams and then they look at it in work order. So the fact is, unfortunately, for those cases, we are unable to give timeframes or timescales. It's all dependent on what their workload is at that moment of time. But then again, if you do get in touch with us, we can escalate this. If it's very, very urgent or if it's due to the customer, as an eviction notice in place we can try and try and escalate it but there is no guarantee at the moment.
ACTION POINTS
· Shaifur clarified the correct procedures (with APA in existence this shouldn’t happen) and acknowledged processing errors. 
· He committed to raising the issue with service centres to ensure compliance with established protocols.
· Shah to send Shaifur cases/examples

3. Issues with Universal Credit and Landlord Portal
Shirley Mason raised concerns about the inefficiencies in the landlord portal and the impact on clients, particularly regarding untidy tenancies and delayed responses from landlords. Shaifur explained recent changes in how customers report housing costs, stressing the need for accurate information about joint tenancies. Both speakers acknowledged the difficulties clients face due to administrative errors and slow processing times.
ACTION POINTS
· Shaifur requests cases/examples and will raise with team

4 	Clients not receiving UC50 forms automatically after submitting Fitnotes, 
Muhammed and Shirley highlighted issues with clients difficulty in submitting fitnotes and not getting UC50 forms after having submitted the
ACTION POINTS
· concluded with a commitment to document these concerns and explore potential solutions to improve Umme

