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 To what extent do JSA claimants understand that when they are referred to a 'back-to-
work' scheme (such as the Work Programme) their benefit may be sanctioned if they don't take 
part?  

 

JSA claimants generally understand that if they fail to attend a back to work scheme their 
benefit will be sanctioned.   

 

 To what extent does a claimant’s failure to meet their conditions arise from them not 
having a sufficient understanding of what is expected? Are there ways in which this could be 
made clearer to them?  

 

The vast majority of claimants who have been sanction do not understand what conditions they 
had to meet under the job seeking requirement. This is because claimants regularly receive 
conflicting information from the Jobcentre and the Work Programme Provider. Confusion also 
arises when a claimant’s job seeking requirement is changed. Claimants get confused when 
they are asked to attend somewhere new, or there has been a change to the type of searches 
they are to do as this is very rarely fully explained to them. On several occasions a claimant 
has received correspondence to say they are to attend a new programme while still getting 
letters saying they should continue attending their original programme. Evidently, the claimant 
will attend one and miss the other leading to a sanction.    

 

 Do sanctioned claimants understand why they have been sanctioned, and if not are 
there ways in which this could be made clearer to them?  

 

Most claimants do not understand why they have been sanctioned. There seems to be very 
little information given to claimants and the letters they receive are generic and confusing. It 
would be helpful if the letters could state what the claimant failed to attend, when they failed to 
attend and from what date their benefit will be sanctioned and up until when. As well as 
including how to appeal and how to make a claim for a hardship payment.   

 

Furthermore, claimants who are receiving a reduced rate of benefit until they reengage with a 
work programme do not understand that they have to reengage in order to get the full amount 
of benefit. This has resulted in claimants being sanction for much longer than necessary.  

 

 Do sanctioned claimants feel informed throughout the sanctions process, and if not how 
could their awareness be improved?  

 

Claimants tend to be extremely confused when they have been sanctioned. Limited information 
is available to claimants from the Jobcentre and they are generally just informed that they have 
been sanctioned and that is it. The jobcentre are not very forthcoming with information and 
very rarely signpost claimants to organisations that can help.  Posters in the jobcentre directed 
to those that have been sanctioned to a sanction hotline for ‘next steps’ assistance may be 
beneficial to claimants.  

 

 To what extent are sanctioned claimants aware of the help available to them from 
Jobcentre Plus? For instance are they aware of how to appeal a decision or how to seek help 
through hardship payments? Are there ways in which this could be made clearer to them?  
 



Information with regards to what to do if you have been sanctioned is wordy, lengthy and just 

stuck on the end of decision letters. This is not clear enough. Claimants are put off reading and 

those with limited literacy skills will not consider this at all and are therefore disadvantaged. 

Claimants are also told about hardship payments but are not advised on how to apply e.g. 

which forms to use. It would be a lot clearer is claimants had someone to verbally explain to 

them what to do during a sanction and how to challenge it if necessary.   

 


