Universal Credit: The Customer Journey
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A telephone survey of 1300 Housing Executive tenants who claimed Universal Credit was conducted with the aim to provide a deeper

understanding of their customer journey. The survey was conducted between the 30" April — 28™ July 2021.
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Advance payment Discretionary support
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Two thirds have had one or more deductions applied
DEDUCTIONS BEING APPLIED
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Claimants are most likely to seek financial advice and borrow from their friends and family...
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Thinking of your household’s current income, if you wanted to
do each of the following, could you afford it, would struggle to
afford it or could not afford it?
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Claimants are more likely to prefer to phone or speak to Housing
Executive staff face-to-face
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A telephone survey of 1300 Housing Executive tenants who claimed Universal Credit was conducted with the aim to provide a deeper

understanding of their customer journey. The survey was conducted between the 30" April — 28" July 2021.
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