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Select your area below for screenshots and 

information related to that area

Account areas

• Gateway questions

• Forgotten username or password

• Sign into an account

• Sign in 2 factor authentication

• Creating an account (includes address)

• Adding a partner to a claim

• Journal

• Home page

• Guide

• Statement

• Apply for an advance

• Report a change

• Job applications

• Equality questions

To Do’s in claim gather

• The to-do list

• Education and training

• Savings and investments

• Income other than earnings

• Nationality

• Bank details

• Caring for someone

• Health

• Other people living with you

• Childcare costs (inc. uploading docs)

• Work and earnings

• Housing

• Joint claim (whilst awaiting partner)

• Confirming your details

• Commitment and declaration

• Verifying identity

• Prepare for your appointment

• Book an appointment
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Gateway Questions
NextMenu
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Gateway Questions
NextBack

These questions help us identify is 

someone is already claiming 

Severe Disability Premium.

If answering no then you move to 

creating an account

Menu
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Gateway Questions
NextBack

These questions help us 

identify is someone is already 

claiming Severe Disability 

Premium.

Menu
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Gateway Questions
Back

This is the end of the SDP 

journey.

Menu
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Forgot Username & Password

These are accessed from the 

sign in page and the emails are 

sent immediately. Remember to 

check the spam folder.

Menu
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Sign into your account

After this page you will be 

asked one of your two 

security questions.

If the log in activity is 

considered unusual 

(location / device used) we 

may also ask for some 

digits from the claimants 

Personal Security Number 

(PSN) to build confidence 

that is the claimant using 

the account.

Menu
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Sign into your account – 2 factor authentication
Menu Next

Those using 2 factor 

authentication in the trial 

can sign in using a code 

sent to their device. If they 

have an issue they can use 

the drop down below.
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2 factor authentication issues
MenuBack

Claimants are asked why they can’t sign 

in for research purposes and then can 

sign in normally using a security 

question.
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Creating an account and adding address
Next

Anything incorrect from this 

point on will be highlighted 

in a red box in the service.

Menu
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Creating an account and adding address
NextBack Menu
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Creating an account and adding address
NextBack

Asking for it to be sent again generates the 

screen on the right. Using a different email 

takes you back to the previous page.

Menu
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Confirming mobile number
NextBack Menu

These screens will appear to 

everyone but will also be a part of the 

2 Factor Authentication trial. This 

screen will appear to a If the claimant 

clicks ‘I do not have my own mobile 

phone’ this will opt them out of the 

trial and show the screen below.
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Confirming mobile number
NextBack Menu

*Only if a claimant has entered a 

mobile number*

If a claimant continues with two factor 

authentication – then this screen will 

appear. The code will be sent to their 

device.

If a claimant has issues with a code 

they can opt out clicking ‘continue 

without a code’ as shown below.
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Contact preferences
NextBack Menu

This new screen asks contact 

preferences more explicitly than 

previously.
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Creating an account and adding address
NextBack Menu
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Creating an account and adding address
NextBack

This page only appears in 

Welsh postcodes.

Menu
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Creating an account and adding address
Back

It is at this point an account 

is created so if a claimant 

stops at any point from 

here onwards – all the 

information is saved up to 

the page they last 

completed. If you stop 

before here you’ll have to 

start from scratch.

Now you can choose to 

add a partner.

Menu



20
Department for Work & Pensions

Adding a partner to a claim / partner codes
Next

Option 2 and 3 both result 

in a single claim being 

made. In these cases you 

can move straight to 

viewing the ‘to do list’.

Click next for joint claims.

Menu
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Adding a partner to a claim / partner codes
NextBack

This is for joint claims only. 

The first person will be 

given a partner code and 

must give this to the 

second person to type in as 

per the choices shown on 

the right.

Menu
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Adding a partner to a claim / partner codes
NextBack

The first person of the 

couple gets this screen.

The second person of the 

couple gets this screen.

After completion the ‘to do 

list’ becomes available.

Menu
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The ‘to do list’ to gather claim information
Next

The to do list can be 

completed in any order. Select 

‘menu’ above to choose a to 

do or click ‘next’ to run through 

them all in turn.

All must be completed in full 

before the ‘check your details 

are correct’ to do becomes 

available.

If you’re a single person the 

‘Your Partner’ tab will not be 

available.

Once your partner joins their 

account to yours you’ll see 

their name instead and any 

outstanding actions.

Menu
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Education and training to do
NextBack

If yes is answered, the 

claimant will be asked to 

provide proof at their 

interview. This to do is 

now complete.

Menu
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Saving and investments to do
NextBack

If yes is answered, this 

question appears. Proof will 

be required at interview if 

over £6,000. This is now 

complete.

Menu



26
Department for Work & Pensions

Saving and investments to do
NextBack

You will be asked for 

specific amounts and to 

possibly provide proof 

depending on what you 

chose.

Menu
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Income other than earnings to do
NextBack

Proof will be required at 

interview if answering yes 

to either of these questions.

The to do is now complete.

Menu
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Nationality to do
NextBack

This question only appears 

when selecting yes to the 

previous one.

The to do is then complete.

Menu
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Bank details to do
NextBack

The roll number screen 

only appears with sort 

codes registered to a 

building society.

The to do is then complete. 

If there is no bank account, 

a case manager can 

complete this over the 

phone.

Menu
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Caring for someone to do
NextBack

Answering yes to ‘caring for 

someone’ will generate the 

screens below and on the next 

page.

Menu
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Caring for someone to do
NextBack Menu

Caring to do ends here.
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Health to do
NextBack Menu
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Health to do
NextBack

There is no limit to the amount of 

conditions you can add, nor do you 

need to list them in priority/severity 

order.

Please check spellings before 

continuing.

Menu
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Health to do
NextBack Menu

If yes is answered we will offer 

to call to complete this to do. If 

yes is clicked here, the to do 

will complete.
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Health to do
NextBack

If you do not have a fit 

note, this page will be 

skipped, but will become a 

to do to complete once you 

submit the claim.

Menu
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Health to do
NextBack Menu
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Health to do
NextBack

Only appears when yes is 

selected.

Menu
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Health to do
NextBack

There is no limit to the 

amount of treatments.

Only asked if answering 

yes to the first question.

Menu
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Health to do
NextBack

10,000 character limit on 

the free text box.

Regardless of whether you 

gave fit note details earlier, you 

will see the off boarding page 

below to complete the to do.

Menu
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Other people who live with you to do
NextBack

There is no limit on the number 

here. Each child will have their 

own version of all the following 

screens. No children? Click here.

Menu
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Other people who live with you to do
NextBack Menu
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Other people who live with you to do
NextBack

On a joint claim, both 

claimants in a couple must 

confirm the same main carer 

in order to submit their claim. 

Until this can be done, the to 

do will be outstanding.

When the partner has created 

an account, click on this to do 

and you’ll see a ‘we’ll take 

you back to where you were’ 

message and then return 

back to this page to continue.

Menu



43
Department for Work & Pensions

Other people who live with you to do
NextBack

If you have no one else living with 

you the to do ends here. Each 

additional person has their own 

version of the following screens.

Menu
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Other people who live with you to do
NextBack Menu

End of to do.
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Childcare Costs to do
NextBack

You must state you have 

children for this to do to 

become available. Post 

claim, this can be done by 

a change of circumstances 

from the home page.

To add childcare, you first 

need to add a provider. 

There is no limit to the 

number of providers.

Menu
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Childcare costs to do
NextBack

Once the provider is added, you 

can edit the provider (thus bringing 

back up the page on the left), 

remove it entirely or add childcare 

payments for that provider.

Menu
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Childcare costs to do
NextBack

You can add different payments to the 

same provider for different children.

Menu
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Childcare costs evidence upload to do
NextBack

For this walkthrough we’ll 

choose uploading the file 

from a computer or phone. 

Choosing other options 

displays the instructions for 

booking an appointment or 

the postal address.

Menu
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Childcare costs evidence upload to do
NextBack

You can upload up to 5 

documents at once, 10mb 

maximum file size each.

Menu
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Childcare costs evidence upload to do
NextBack

Done button gives this screen 

when status is uploaded.

Documents can be deleted 

before clicking done, but you 

cannot view them once 

uploaded.

Menu
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Work and earnings to do
NextBack

To do stops here if answering 

no to all these questions.

Menu
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Work and earnings to do
NextBack

You will only see the screen 

on the right if you answer 

‘Employed’. Otherwise the to 

do ends here.

Self employed claimants will 

need to provide proof of 

earnings at their interview.

Menu
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Housing costs to do
NextBack

If no – to do ends here.

Choose your option from below:

Renting (social or private)

Temporary accommodation

Mortgage

Other type of housing

All other options listed to the right

Click next to run through them all.

Menu
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Housing costs to do (renting)
NextBack

Remember to put in the 

correct pence (even if its .00)

Menu
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Housing costs to do (renting)
NextBack Menu
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Housing costs to do (renting)
NextBack Menu
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Housing costs to do (private renting only)
NextBack

This question is only asked to 

claimants living in privately 

rented accommodation.

This to do is now complete.

Menu
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Housing costs to do (temp accom)
NextBack Menu
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Housing costs to do (temp accom)
NextBack

This message comes up if 

you have not or are not sure 

about applying for housing 

benefit.

The to do is now complete.

Menu
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Housing costs to do (mortgage)
NextBack

Proof will be required at the interview if 

seeking support for mortgage interest. 

The to do is now complete.

Menu



61
Department for Work & Pensions

Housing costs to do (other property)
NextBack

For these scenarios we 

currently do not ask for proof 

during the claim gather, but 

will need it at interview. The to do is now complete.

Menu
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Housing costs to do (council tax)
NextBack

For these cases we only ask 

about council tax support.

The to do is now complete.

Menu
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Joint Claim
NextBack

Until partners joins their 

accounts together, you can 

check the partner code under 

the ‘joint claim’ to do. If it 

expires, this is where you go 

to request a new code. The 

screen will look identical to 

this one.

This to do automatically 

disappears when the 

accounts are joined.

Menu
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NextBack

Confirm your details are correct to do

Once all the to do’s are 

completed the ‘confirm your 

details are correct’ to do 

appears to complete.

Menu
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NextBack

Confirm your details are correct to do

You need to click yes or no for each 

section that reviews the information given.

If you click no, that to do will be restored 

for you to complete.

Once everything is selected as yes – the ‘I 

agree’ tick box becomes available to tick.

Menu
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NextBack

High level commitments

This will have different 

information in the blue box 

depending on your labour 

market regime.

Menu
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NextBack

Legal declaration

This legal declaration is 

separate from the claimant 

commitment and cannot be 

contested.

Menu
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NextBack

Help and support
Menu
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NextBack

Verify to do

We cannot provide screens for 

GOV.UK Verify at this time.

Verify takes place outside the 

service. If successful, you will be 

taken straight back to your 

account, but if you are unable to 

verify your ID, you will be logged 

out of your UC account and will 

need to log back in again to 

continue for security purposes.

Menu
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NextBack

Prepare for you appointment to do
Menu

This follows automatically if someone 

has said they cannot verify their ID 

online. It is also available from the To 

Do list as well.

These next three pages of screens 

offer over 60 combinations of ID to 

choose from. If someone has no ID at 

all, they can still make a claim.
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NextBack

Prepare for your appointment to do
Menu

This has been separated out as a 

question in its own right as we can use 

this information to confirm ID and bank 

account.
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NextBack

Prepare for your appointment to do
Menu

This is an additional tier. Like the 

previous tier, you can select as many 

as available or none at all – the 

question flow will carry on.
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NextBack

Prepare for your appointment to do
Menu
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NextBack

Book your interview to do

During the call, if someone 

has made a mistake, found 

new ID or needs to have 

some biographical questions 

asked – the agent will update 

this to do during the call and 

so it will always reflect the 

latest information given.

Menu
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NextBack

Equality questions

This to do is available post 

claim and is entirely optional.

Menu
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NextBack

Equality questions
Menu
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NextBack

Equality questions
Menu
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NextBack

Home page

Your home page is entirely 

tailored to your circumstances. 

Not all claimants will need or 

have all the buttons. The 

statement button is added after 

the first assessment period.

Menu
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NextBack

Guide

The guide is a text only version of the product ‘Universal Credit and You’ which 

is available on GOV.UK. This version is printable.

Menu
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NextBack

Report a change

Each time you report a 

change, it will trigger the 

same to do as when the 

claim was made.

After each change the legal 

declaration page will then 

appear to ask a claimant to 

confirm the information is 

correct.

Menu
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NextBack

Journal

You can view the journal 

but not add a message in it 

until a claim is submitted.

Journal entries that involve 

a back and forth 

conversation will collapse 

into a single line to click on. 

Otherwise, they will just be 

text paragraphs.

If you want to see a claim 

submission click on the 

‘new claim details were 

submitted’ entry. This is the 

only place to replay 

information back to you.

Menu
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NextBack

Journal

Adding a journal entry will 

take you to the same 

looking free text box for all 

options except for ‘job 

applications’ which takes 

you to that section of the 

account instead.

Menu
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NextBack

Journal

3000 characters per journal 

message. Once saved it 

will be fully readable on the 

journal.

Please note that DWP staff 

can also leave journal 

notes and the ‘added by’ 

will show who did it.

Menu
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NextBack

Job Applications

Once a job is added it will 

appear on the job 

applications page. These 

can be updated with notes 

and outcomes over time.

Menu
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NextBack

Statement

A statement will show the total amount (and address) at the top followed by a 

breakdown on income, outgoings, deductions and a link to passported benefits 

information on GOV.UK.

Menu
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NextBack

Statement

Before a statement is available, a pre 

filled in explanation of a payment is 

provided. The calculation elements 

are filled in based on what the 

claimant has told us. This is then 

replaced with by the actual statement 

when it is ready.

Menu
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NextBack

Apply for an advance
Menu

To apply for an advance, we 

need to check the details we 

currently hold.

When apply is clicked the 

service checks over the initial 

details to see if an advance 

would be possible. The waiting 

screen is shown on the next 

page. When it has checked all 

details a green tick appears 

along with the a green 

‘continue’ button.
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NextBack

Apply for an advance
Menu

Unsuccessful request.

To combat fraud, an advance will 

not be available until a claimant 

has had an appointment to verify 

their ID and bank account. Only 

one person from a couple claim 

needs to attend an appointment.

Click ‘continue’ for the outcome
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NextBack

Apply for an advance

Successful request. The first 

page is to check if it’s a new 

claim or benefit transfer 

advance that’s required.

The screen to the right is only 

present if it’s a new claims 

advance.

Menu
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NextBack

Apply for an advance

You can switch back and forth 

between these pages to see 

how the repayments would 

work for the amount the 

claimant wishes to borrow.

Menu
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NextBack

Apply for an advance

Should the claimant need the 

advance on the same day, 

select no in order to trigger a 

same day payment where 

possible.

Menu
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NextBack

Apply for an advance

Anything can 

be changed 

before 

accepting the 

advance. An 

advance 

application 

can be 

cancelled at 

the bottom.

Menu
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Back

Apply for an advance
Once submitted a 

confirmation will 

be sent to the 

journal. When 

approved, a text 

message is sent 

and the journal 

entry ‘advance 

payment 

approved’ is 

added.

This is what the 

journal message 

will look like. It 

will also show in 

the deductions 

section on a 

statement.

Menu


