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Welfare that Works

Universal Credit will mean that people will be 
consistently and transparently better off for each 
hour they work and every pound they earn.

It will cut through the complexity of the existing 
benefit system to make it easier for people to 
get the help they need, when they need it.

Iain Duncan Smith
Universal Credit: Welfare that Works
November 2010
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Dependency CostComplexity

Reform is needed

Dependency

• 28% of working 
age people 
receiving out-of- 
work benefits have 
done so for nine of 
the last ten years

• Financial gains to 
work are slight

Complexity

• Lack of 
transparency 
makes transition to 
work too risky

• Thirty benefits
• Three delivery 

organisations
• 10,000 pages of 

guidance

Cost

• £3.5bn to 
administer 

• £5bn a year is lost 
to error and fraud

• £95bn forecast for 
working age 
spending in 2010- 
11

• Human cost – wide 
ranging and 
intergenerational 
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Universal Credit is

A benefit with a single taper and set of rules

A gateway managing access to employment support 
• work programme
• job search

A platform enabling the modernised delivery of future benefits

An ambition reforming welfare to support social justice

A policy intended to produce behavioural change
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Changing attitudes to work

• Clear incentives
– Integrated benefit and a single taper means more work results in more 

household income
– Increased financial incentive to work

• Simplified processes
– Interruptions and uncertainties inherent in having to switch between 

benefits go away
– Increased incentive to take short term work and try jobs out

• Reducing differences
– Make financial management as similar as possible in and out of work
– Increased readiness for managing money independently
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Designing the Universal Credit service 

• Universal Credit is being designed from the outset to
– Support policy outcomes, helping more people to become more self- 

sufficient
– Support efficient delivery, cutting out unnecessary paper and processing
– Provide high quality service, understanding and meeting claimants’ 

needs
• The service will be

– Digital by default, reflecting changing patterns of service in areas, but 
supported by other channels for those who need them

– Automated, to reduce processing costs and increase responsiveness
• Everything we are doing is based on practical understanding 

– Claimants and front line staff, have been involved in designing the 
service from the outset
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Focused on claimant journeys – and tested as we build

Jack books an interview 
appointment & uses additional 
services

Jack books an interview 
appointment and provides 
information that will be relevant 
during his interview

Jack is also guided to various 
Universal Credit resources that can 
help him find and apply for a job

These include tailored job 
searches, a personal skill profile 
from which he can create an online 
CV, tips for attending interviews, 
and available training courses
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And planning implementation and transition

• Migration from the old system to the new is a big challenge in its own right
– Converting 19 million claims to 8 million household accounts

• Many claimants are eager to use online services, but many also who will 
need encouragement and support to make the change
– We are developing a channel migration strategy and working closely with 

Raceonline 2012 and others to help people get online
– Designed for future flexibility

• Flexibility and continuous improvement are being designed in from the outset 
– We are building a 21st century welfare system, with Universal Credit as 

its foundation
• DWP will lead delivery, drawing on tax credit and housing benefit expertise

– But we are keeping options open for approaches to delivery in the longer 
term
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Universal Credit: 
welfare that works
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