
House of Commons

Work and Pensions Committee

Universal Credit: tests 
for managed migration: 
Government Response 
to the Committee’s 
Twenty-Sixth Report

Twenty-Fourth Special Report of 
Session 2017–19

Ordered by the House of Commons 
to be printed 3 July 2019

HC 2499
Published on 5 July 2019

by authority of the House of Commons



Work and Pensions Committee

The Work and Pensions Committee is appointed by the House of Commons to 
examine the expenditure, administration, and policy of the Department for Work 
and Pensions and its associated public bodies.

Current membership

Frank Field MP (Independent, Birkenhead) (Chair)

Heidi Allen MP (Independent, South Cambridgeshire)

Jack Brereton MP (Conservative, Stoke-on-Trent South)

Neil Coyle MP (Labour, Bermondsey and Old Southwark)

Rosie Duffield MP (Labour, Canterbury)

Ruth George MP (Labour, High Peak)

Steve McCabe MP (Labour, Birmingham, Selly Oak)

Nigel Mills MP (Conservative, Amber Valley)

Anna Soubry MP (Change UK – The Independent Group, Broxtowe)

Chris Stephens MP (Scottish National Party, Glasgow South West)

Derek Thomas MP (Conservative, St Ives)

Powers

The Committee is one of the departmental select committees, the powers of which 
are set out in House of Commons Standing Orders, principally in SO No 152. These 
are available on the internet via www.parliament.uk.

Publication

© Parliamentary Copyright House of Commons 2019. This publication may be 
reproduced under the terms of the Open Parliament Licence, which is published at 
www.parliament.uk/copyright/.

Committee reports are published on the publications page of the Committee’s 
website and in print by Order of the House.

Evidence relating to this report is published on the inquiry page of the 
Committee’s website.

Committee staff

The current staff of the Committee are Anne-Marie Griffiths (Clerk), Stuart 
Ramsay (Second Clerk), Libby McEnhill and James Mirza Davies (Senior Committee 
Specialists), Kemi Duroshola (Committee Specialist), George Steer (Assistant 
Policy Analyst), Esther Goosey (Senior Committee Assistant), Michelle Garratty 
(Committee Assistant) and Jessica Bridges Palmer (Senior Media and Policy Officer).

Contacts

All correspondence should be addressed to the Clerk of the Work and Pensions 
Committee, House of Commons, London SW1A 0AA. The telephone number 
for general enquiries is 020 7219 8976; the Committee’s email address is 
workpencom@parliament.uk

You can follow the Committee on Twitter using @CommonsWorkPen

https://www.parliament.uk/biographies/commons/frank-field/478
https://www.parliament.uk/biographies/commons/heidi-allen/4516
https://www.parliament.uk/biographies/commons/jack-brereton/4643
https://www.parliament.uk/biographies/commons/neil-coyle/4368
https://www.parliament.uk/biographies/commons/rosie-duffield/4616
https://www.parliament.uk/biographies/commons/ruth-george/4662
https://www.parliament.uk/biographies/commons/steve-mccabe/298
https://www.parliament.uk/biographies/commons/nigel-mills/4136
https://www.parliament.uk/biographies/commons/anna-soubry/3938
https://www.parliament.uk/biographies/commons/chris-stephens/4463
https://www.parliament.uk/biographies/commons/derek-thomas/4532
https://www.parliament.uk/
https://www.parliament.uk/copyright/
https://www.parliament.uk/business/committees/committees-a-z/commons-select/work-and-pensions-committee/inquiries/parliament-2017/inquiry/publications/
https://www.parliament.uk/business/committees/committees-a-z/commons-select/work-and-pensions-committee/inquiries/parliament-2017/universal-credit-managed-migration-17-19/publications/
mailto:workpencom%40parliament.uk?subject=
https://twitter.com/CommonsWorkPen


1Twenty-Fourth Special Report

Twenty-Fourth Special Report
The Work and Pensions Committee published its Twenty-Sixth Report of Session 2017–19, 
Universal Credit: tests for managed migration, on 1 May 2019. The Government response 
was received on 28 June 2019 and is appended below.

Appendix: Government Response
1. The Government welcomes the Twenty-Sixth Report of Session 2017–19, following 
the Committee’s inquiry into Tests for Managed Migration.

2. The Government is pleased that the Committee recognises the importance of getting 
managed migration right, and appreciates the research the Committee has compiled to 
ensure that claimants receive full support with their transition to Universal Credit (UC).

“We remain of the view that we set out in our 2018 report on managed migration: it is 
impossible to overstate the importance of getting managed migration right.”1

3. The Government also appreciates the Committee’s recognition that claimants taking 
part in the pilot will not be left without an income. This is a priority for the Department, 
in the same way that it is for the Committee.

“Neil Couling told us in correspondence that the Department does not intend during the 
pilot to use its powers to terminate legacy benefits where a claimant has not made a UC 
claim. This should mean in practice that no-one taking part in the pilot will be left without 
an income. In our 2018 report, we raised concerns that the Department’s plans meant 
that claimants would bear the risks associated with managed migration rather than the 
Department, so this decision is welcome.”2

4. The Committee published its report on 24 April 2019, including 4 recommendations 
for consideration by the Department for Work and Pensions. The Government’s response 
to these recommendations is set out below.

Work and Pensions Select Committee Recommendations

Recommendation 1:

We recommend that the Government collect and publish data on how many participants 
in the pilot would have been left with no income at all if this safeguard were not in place.

The Government is unable to accept this recommendation. Whilst we will collect and 
publish a broad range of information, it will not be possible to estimate how many 
claimants would have been left without income if their legacy claim had been closed. This 
is because we would not be able to estimate who would not have made a claim to Universal 
Credit if there was a risk of their legacy claim being closed.

1 House of Commons Work and Pensions Select Committee, Universal Support, Twenty-Sixth Report of the Session 
2017–19, Summary – Page 3

2 House of Commons Work and Pensions Select Committee, Universal Support, Twenty-Sixth Report of the Session 
2017–19, The Department’s plans for the pilot – Page 8

https://publications.parliament.uk/pa/cm201719/cmselect/cmworpen/2091/2091.pdf
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We can, however, point to evidence of Universal Credit live service to full service transfers. 
Following full service go-live in a Jobcentre area, claimants were invited to re-submit their 
details and open an account on the full service system. Departmental analysis shows that 
over 95% of claimants did comply, and consequently moved to live service seamlessly. The 
number of customers who failed to comply was low and provides an assurance that the 
transfer process was not disadvantageous. Furthermore, of these cases closed for non-
compliance, only a third of cases returned to the Universal Credit system (around 1% of 
the total live service caseload).

We will use the pilot to understand the reasons why current legacy claimants decide not to 
submit an application for Universal Credit. We will comprehensively evaluate the process 
and take all the necessary steps to confirm that, where a person does not make a Universal 
Credit claim, that was the right outcome for them. It is our intent to make that evaluation 
publicly available at the end of the pilot

There will be safeguards in place to protect those who might otherwise fail to make a 
successful claim. We appreciate the Committee’s acknowledgement of our commitment 
that we do not intend to terminate legacy benefits during the pilot. It is the Department’s 
priority to ensure that claimants do not fall through the net during the process.

Once issued with a migration notice, claimants will have a minimum of three months 
to claim Universal Credit. As mentioned above, during the pilot, existing benefits will 
continue in payment until such time as the Universal Credit claim is made. We are 
piloting this approach precisely to learn how we can contact and support people to move 
to Universal Credit. This information will further inform the pilot activity.

The Government observes that a lot of the public debate regarding managed migration 
has focused on the notion of ending entitlement. However, this is not the Government’s 
intention in any case. We have safeguards in place, such as reminders of the requirement 
to move, home visits where appropriate, ability to change the date of migration and a 
1-month backdating of payments should the claimant apply later than their migration 
date.

Recommendation 2:

We recommend that the Department set out in its response:

a) how it will take into account the unusually low levels of deprivation in 
Harrogate when evaluating the pilot, including the effect on typical claimant 
circumstances and on staff workloads;

b) whether, and if so how, it plans to test managed migration on a larger scale 
and in more challenging areas before it is rolled out across the country; and

c) how it will ensure that Jobcentres with a larger number of claimants to be 
migrated will be able to match the level of intensive support and home visits 
offered during the Harrogate pilot.
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The Department agrees with the Committee that we should move to scale as efficiently 
as possible following the pilot in Harrogate. We are exploring the best way to phase the 
expansion of managed migration with stakeholders, and have set out initial responses to 
the different parts of this recommendation below.

a) Harrogate is an ideal pilot area as it presents a range of claimant types and 
circumstances seen elsewhere that will be representative of the different types 
of claimants needing support during the managed migration process. Universal 
Credit has been live in Harrogate since June 2016; with only 13 Jobcentres 
transferred to the Universal Credit full service before this date. Harrogate 
contains a mixture of urban and rural claimants, as well as many claimants 
with complex needs. This will enable the Department to learn valuable lessons 
that will inform how best to support the range of claimant circumstances that 
might be presented in the Universal Credit caseload. It is important to note that 
no individual location can be representative of Great Britain as a whole.

We understand the Committee’s concerns, and appreciate the level of research 
the Committee has undertaken regarding the Harrogate and Knaresborough 
constituency. These are valuable findings that the Department has also taken 
into consideration from its own analysis.

b) If the Department feels it necessary, the pilot may be extended to additional 
pilot sites in due course. Once we have found what processes work for people in 
Harrogate, we will start to consider how we can apply these in other areas.

We want to take this opportunity to assure the Committee that we are not 
planning to rush the process, and will not begin to move claimants over until the 
Department is ready and sufficiently prepared to do so. The increase in volume 
will not happen in any significance until after the pilot phase is complete, and in 
2021 at the earliest. Furthermore, we will return to Parliament with the findings 
from the pilot before the process begins, so there will be further opportunities 
to undertake an informed review of the process design.

c) The Department is committed to ensuring that every Jobcentre, regardless of 
size, will receive the necessary support, as the Committee rightly points out. It is 
a priority of the pilot to find those who will need support and help them through 
the process, including home visits where necessary. This will then give an 
indication of the size of the support requirement, which will be key information 
for any future scaling.

To ensure that all claimants are supported during the process, the Department 
has allocated additional funding for the home visiting service. This year we have 
allocated £1 million of funding, and for 2019/20 the total fund allocated will rise 
to just under £2 million. This will continue to increase to over £5.5 million per 
year by 2023/24, reflecting the increase in the total number of Universal Credit 
claimants by this time.

Our stakeholders and partners will also play a key role in the process, and we 
will work with them to ensure we reach those claimants at risk of being missed. 
The further development of these delivery relationships is a key aspect of this 
phase of the programme.
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Tests of readiness

Recommendation 3:

The Department should immediately set tests of operational readiness based on those 
proposed by the SSAC and ensure that these tests are met before a single claimant is 
transferred through managed migration. The Department should publish the results of 
the tests.

Recommendation 4:

The Department should adopt, as a minimum, the tests we outline in Annex 1 as 
provisional tests of readiness for managed migration ‘at scale’ and collect the data 
necessary to do so. These tests cover payment timeliness, Work Coach/case manager 
performance, systems performance, the cost per UC claim, claimant satisfaction, 
claimant financial duress, claimant dropout, indicators relating to vulnerable claimants 
and the financial impact on third parties. The tests, and the specific thresholds that 
would indicate readiness, should be refined during the pilot. The Department should 
publish both the provisional and final tests and report the results to Parliament.

The Government agrees with these recommendations in principle, and we fully appreciate 
the importance of measuring the success of the managed migration pilot.

We appreciate the suggestions from both the Committee and valued stakeholders around 
possible criteria for operational tests of readiness.

As the Committee has noted, the Department will use the pilot to help us inform our 
tests for readiness to move to managed migration at scale, and we are pleased that the 
Committee has noted that valued stakeholders, such as Mind and the Low Incomes Tax 
Reform Group, appreciate that it is sensible to establish detailed measures for readiness after 
the pilot.3 We also appreciate that the Committee accepts that detailed tests of readiness 
to go to scale could only be finalised in light of the results of the pilot. Fundamentally, we 
see the pilot as not just informing the decision to move to scale, but more importantly, 
informing how we move to scale, which is why we agree with the Committee regarding 
the need for tests to evaluate the pilot.

As the Committee has rightly pointed out, the pilot needs to be evaluated against criteria, 
otherwise there is a risk of being constrained by the data collected. This is why the 
Department has questions that we will want to answer from the pilot, and these were 
shared with the Committee in a letter dated March 2019.4

These include:

i) Is IT developed to a sufficient extent to handle the volumes and support 
effective delivery?

ii) Are delivery partners engaged and prepared?

iii) Do we have sufficient numbers of trained staff in place to support scaling?

3 House of Commons Work and Pensions Select Committee, Universal Support, Twenty-Sixth Report of the Session 
2017–19, The Department’s plans for the pilot – Page 15

4 Universal Credit: tests for migration, response to the Committee from Neil Couling, 5 February 2019 – Page 2
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iv) Have our assumptions been tested in the pilot phase?

v) Are contingencies in place for unsuccessful assumptions?

vi) Are key stakeholders briefed and prepared?

vii) Are we certain claimants understand what is required of them, and will 
they be effectively supported through the process?

This approach is particularly important for vulnerable and hard-to-reach claimants, who 
the Department will help to move across to the new system. We are piloting this to learn 
how to best help people onto Universal Credit without ending their legacy entitlement, 
and to develop our delivery processes.

The Department has also agreed to test an approach based on using the existing 
relationships that claimants already have with relevant organisations. We have called this 
approach ‘Who Knows Me’, and we intend to test the idea that, by working closely with 
our partners, we will move claimants onto Universal Credit more successfully without 
having to send multiple communications or stop benefit payments.

The Department has identified three core areas of the ‘Who Knows Me’ service that we 
want to test and assure ourselves of as part of the pilot.

These are:

i) We are able to calculate, explain, pay and erode Transitional Protection;

ii) We are able to engage and persuade claimants to act;

iii) We are able to support claimants through the process (including their first 
and subsequent payments).

The Department agrees with the Committee’s point that Parliament should be able to 
hold the Government to account before managed migration to scale begins. As such, we 
will report on our findings from the pilot before bringing forward legislation to extend 
this process. We plan to publish the evaluation strategy by the end of 2019, developed in 
partnership with the stakeholder group. This will set out key evaluation questions, and the 
monitoring, research and analytical methods we will use. The evaluation will enable us to 
report in future on the extent to which we have achieved our aims, and also to understand 
how we can improve the design and delivery. We want to ensure that we design the best 
process possible for our claimants, and we welcome the thoughts of Parliament in working 
towards a common goal.

We hope that the Committee finds this information reassuring and helpful.


