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Verification within The Pension Service 

1 At this year’s round of The Pension Service/Local Authority (LA) Conferences it was 
agreed that guidance would be issued to clarify a number of issues. 

• The Pension Service Identity and NINO Validation Process. The Pension Service 
agreed to supply LAs with the identification process used by The Pension 
Service in relation to Identity and National Insurance Numbers (NINOs). BFI 
have confirmed that they are content for LAs to accept The Pension Service 
identification in individual cases provided that LAs have confirmed that the 
Pension Centres with which they deal with have the appropriate identification 
processes in place. If LAs have received the required process assurances and 
there are no other extenuating Identification/NINO problems then there is no 
need for LAs to visit on receipt of a completed 3-page form to establish identity. 
See The Pension Service Identity and NINO Validation Process 

• Joint Signatures. See Joint Signatures on HB/CTB Claim Forms 

• ETD Reports. See ETD Reports from The Pension Service Outbound Calling 
Exercise 

The Pension Service Identity and NINO Validation Process 

Pension Credit application 

2 When making an application for Pension Credit through PCAL the following process 
applies, the  

• customer is asked  
- security questions to identify that they are who they say they are  
- to provide name, NINO and date of birth (DOB) 

• Pension Credit application form is sent to the customer to check and sign  

• customer sends the form to the relevant pension centre 

Pension Credit application form received in pension centre 

3 Information on the form is checked against information on Personal Details 
Computer System (PDCS) and if it all matches and the necessary documentation 
has been supplied, the application is processed. 

4 If the information provided by the customer does not match the information held on 
PDCS, Pension Credit processing staff should take further action to validate the 
customer and partner, if there is one. Action may include checking other computer 
systems, asking the customer further questions and for further verification. 

State Retirement Pension application 

5 On contacting The Pension Service tele-claims line, the customer will be taken 
through a series of security and validation questions. The questions asked will 
depend on whether it has been necessary to trace the customer’s NINO.  



 

                                                          

NINO known 

6 When the NINO is known, the customer will be asked to answer two fixed 
questions, eg name and DOB, before answering a randomly generated question1. If 
one of the three questions is failed, a second randomly generated question will be 
asked. If two or more of the four questions are failed, the call will end. If the 
customer passes all three questions or three from four questions, the call will 
continue. When there is identity conflict, eg change of name, divorce, remarriage, 
etc not notified, the advisor will ask for the details of the previous name or event. 

NINO not known 

7 If a NINO trace has been carried out, the customer advisor will have previously 
asked for the customer’s name and DOB in order to retrieve the correct NINO and 
details from our computer systems. The customer will be expected to answer two 
randomly generated questions. If the customer fails one of these questions, they will 
be expected to answer a third randomly generated question. If at any stage the 
customer fails two questions, then the call will end. If the customer passes two out 
of three questions, the call will continue.  

8 If our computer systems do not have the minimum data to validate a customer’s 
identity, a blank claim form will be issued or exceptionally a local service visit will be 
made.  

Security questions failed 

9 All customers who fail the security questions will be asked to recheck their details 
and call back, or be sent a blank claim form. Contact details will be saved on our 
computer system for failed calls.  

In all cases when NINO not previously allocated 

10 NINO allocation can only be carried out in Central Control Units (CCU) by limited 
users. The process for NINO allocation is very strict and is as follows 

• request for NINO is sent to a CCU 

• Specialist Trace action is carried out to make sure no NINO exists for the 
customer  

11 If NINO cannot be traced, a NINO allocation interview is conducted by Local 
Jobcentre and customer is asked to provide evidence of identity including things like 
birth certificate, passport, home office papers. More than one piece of evidence is 
usually required. 

12 Information and evidence is sent to CCU, who then make further checks against 
various systems and databases before deciding whether to allocate. 

 
1
 The items of data used for the five randomly selected security questions are: Customer address, marital status, home phone 

number, other benefits and marriage details. 



 

General 

13 Our Learning and Development programme will make sure customer advisors will 
be trained to treat customers sympathetically, when it is possible that the security 
questions may have been failed due to other factors, eg poor memory, confusion, 
mental illness, certain physical disabilities, eg stroke, etc. The facility to arrange a 
visit to the customer to confirm their identity is available and will be used when 
required. 

14 Pension Credit processing staff must validate customer and partner identity. 

15 Pension Credit processing staff have access to key IT systems to help them to 
validate identity - Departmental Central Index (DCI), Common Enquiry Service 
(CES), PDCS, Payment Repository Computer System (PRCS). 

16 There is a secure process for allocating NINOs. 

Joint Signatures on HB/CTB claim forms 

17 Further to discussion at the National Pension Service/LA conferences BFI have 
confirmed that it is not mandatory for there to be two signatures for claims to HB or 
CTB. Regulation 71(1) refers 

“In the case of a married or unmarried couple or members of a polygamous 
marriage a claim shall be made by whichever one of them they agree should so 
claim or, in default of agreement, by such one of them as the relevant authority 
shall determine”. 

ETD Reports from The Pension Service Outbound Calling Exercise 

18 During the Outbound Calling Exercise being undertaken by The Pension Service in 
Nottingham, some LAs have indicated to The Pension Service that they have been 
receiving two ETD reports, one terminating the Pension Credit claim and one 
starting the HB/CTB interest. The termination and start dates were the same dates 
on the ETDs. These have been caused by The Pension Service staff having to 
reset the HB/CTB indicators after they have made the call to the customer in order 
that LAs will receive new ETDs in the future. This fault has arisen as a result of old 
information held on our systems being carried forward to the Pension Credit 
system. An IT fix will be implemented in October 2006 to make sure this problem 
does not occur again but unfortunately we cannot implement the change any 
sooner.  

19 If you receive two ETDs with the same date, one saying “Termination of PC claim” 
and one saying “PC Decision – New HB/CTB interest” you can assume that there 
has been no break in the Pension Credit claim and that as a result of the Outbound 
Calling Exercise the customer is going to be submitting a new three-page claim 
form that should be linked with the “PC Decision – New HB/CTB interest” ETD 
report. 



 

Queries 

20 If you have any questions regarding this information, contact Jim Boyd.  
Tel: 0141 245 6945  
Email: James.Boyd@thepensionservice.gsi.gov.uk

Performance Standards Fund 

21 In January’s HB Direct we said that this bulletin would have some more information 
about two of the national products developed with Performance Standards Fund 
support which are going to be rolled out more widely. This information will now 
appear in a forthcoming HB/CTB S Circular. 

Queries 

22 For further information, contact Clare.Mitton@dwp.gsi.gov.uk

Customer Management System (CMS) 

LA Input Document and the customer’s signature 

23 Following the implementation of CMS Release 3 we have received a few queries 
from LAs regarding the authenticity of the HB/CTB claim because of the lack of a 
customer’s signature following the removal of the LA Questionnaire.  

24 Some LAs are concerned that the HB/CTB declaration that the customer signed 
was only on the LA Questionnaire and now that the LA Questionnaire has been 
removed that they will be assessing and paying HB/CTB claims without a 
customer’s signature. This is not the case. 

25 All the questions asked by the First Contact Officer (FCO) within Jobcentre Plus 
and the answers provided by the customer are printed out onto the customer’s 
statement. The statement is then sent to the customer who is asked to check the 
content and to sign the declaration contained in it. When the claim is for Income 
Support (IS), Jobseeker’s Allowance (JSA) or Incapacity Benefit (IB) and HB/CTB 
the declaration contains specific reference to HB/CTB. 

26 In these cases LAs do not require a document with the customers’ signature to 
process the HB/CTB claim. The signature is on the customer statement, which is 
retained by Jobcentre Plus. LA's can have access to the customer statement for 
prosecution, appeal, overpayment cases, etc. LAs should process the HB/CTB 
claim using the information on the LA Input Document. Section 10 of The CMS – A 
Guide for Local Authorities contains details relating to the retention of the customer 
statement by Jobcentre Plus. 

27 The HB/CTB Security Manual was updated in June 2005 regarding the verification 
of the customer's signature and crosschecking the signature is no longer a VF 
requirement, see HB/CTB Security Manual, paragraph 7.193. 
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Civil partnerships 

28 The Civil Partnership Act came into force on 5 December 2005 and as a result 
same sex couples will be able to make a claim to social security benefits. At present 
CMS does not support claims from same sex couples and therefore any new claims 
made via the CMS process will be clerical, ie the customer will be issued with a 
clerical claim pack that will contain a HCTB 1. The customer will be instructed that if 
they wish to claim HB/CTB they should return the HCTB 1 direct to their LA. 

29 CMS Release 4 due to be implemented in Spring 2006 will support claims from civil 
partnerships. All information will therefore be included in the LA Input Document 
from the date that the release goes live. We will advise LAs of this date nearer the 
time. 

30 Updated guidance for CMS Release 3, which you may find helpful, is available on 
our website at  
www.dwp.gov.uk/housingbenefit/cms

Queries 

31 If you have any queries regarding the above information or CMS in general, contact 
Kerry Hartley or Martin Benson. 
Email: Kerry.Hartley1@dwp.gsi.gov.uk  
Email: Martin.Benson@dwp.gsi.gov.uk  

Benefit Processing Replacement/Working Age Transformation and 
Change Programme – Tactical e-Services, Contact Management 
and FRAIMS 

Tactical e-Services 

32 In the November HB/CTB General Information Bulletin G11/2005, we provided 
information about Tactical e-Services, which at that time was due to go-live on  
12 December 2005. 

33 In the December HB/CTB General Information Bulletin G12/2005, we advised that, 
due to re-planning activity undertaken by the Tactical e-Services Project, the go-live 
date had been rescheduled to 30 January 2006. We are now able to confirm this 
go-live date and further details, in respect of Jobcentre Plus administered benefits, 
are given below  

• 30 January 2006 – the initial release will be delivered into Torquay and Paisley 
Contact Centres. This will enable customers in the South West and North East 
Regions, with Jobcentre Plus offices that are already live with CMS, to submit 
their intent to claim Jobcentre Plus benefits via the Internet. The service will not 
enable a customer to report a change of circumstance 

• June 2006 - Bangor Contact Centre will be included at which point Welsh 
language forms can be submitted. Customers across England, Scotland and 
Wales, wherever CMS has been introduced, will be able to submit their intent to 
claim Jobcentre Plus benefits via the Internet. The Bangor Contact Centre will 
deal with Welsh language forms 

http://www.dwp.gov.uk/housingbenefit/cms
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34 Please note that customers will be able to make e-claims for State Pension, 
Disability Living Allowance, Attendance Allowance, and Child Support Maintenance 
from 30 January 2006. For additional information on Tactical e-Services, see 
HB/CTB G11/2005 November 2005  

Contact Management and FRAIMS  

35 In the October HB/CTB General Information Bulletin G10/2005, we advised that  
roll-out of the Contact Management release would start from March 2006. 

36 In Issue 48 of HB Direct we advised that The Fraud Referral and Intervention 
Management System (FRAIMS) would be launched in Spring 2006.  

37 Following a re-planning exercise over recent weeks, we can now advise that 
Contact Management and FRAIMS will not be implemented before the end of 2006. 
We will provide further information as it becomes available. 

Queries 

38 If you require any further information on  

Tactical e-Services or Contact Management, email: janet.croll@dwp.gsi.gov.uk  

FRAIMS, email: james.ablewhite@dwp.gsi.gov.uk  

What’s new on the web 

39 The following items can be found on the website link shown 
 

Document Type Subject Link 

HB/CTB Circular A23/2005 HB/CTB (Miscellaneous 
Amendments( (No. 5) 
Regulations 2005 (SI 
2005/3294) 

Payments from the Financial 
Assistance Scheme: the 
effects on HB/CTB 

London Bombings Relief 
Charitable Fund 

http://www.dwp.gov.uk/hbctb/
circulars/2005/a23-2005.pdf

HB/CTB Circular A24/2005 Uprating 2006 http://www.dwp.gov.uk/hbctb/
circulars/2005/a24-2005.pdf

HB/CTB Circular A25/2005 CH/3801/2004 and staying 
cases 

Amendment to HB/CTB 
Circular A24/2005 Uprating 

http://www.dwp.gov.uk/hbctb/
circulars/2005/a25-2005.pdf
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Document Type Subject Link 

HB/CTB Circular S4/2005 
Revised 

Details of the Department for 
Work and Pensions (DWP) 
specific grants for Local 
Authorities’ (LAs) 
administration costs in 
2006/07 

http://www.dwp.gov.uk/hbctb/
circulars/2005/s4-2005-
rev.pdf

HB/CTB Circular S5/2005  Non Housing Revenue 
Account (HRA) rent rebate 
subsidy thresholds and caps 
2006/07 

http://www.dwp.gov.uk/hbctb/
circulars/2005/s5-2005.pdf

HB/CTB Bulletin U13/2005 Stats 121/122 MIS 
Requirement 2006/07: 
Changes relating to Local 
Housing Allowance (LHA) 
Information  

Obtaining information from 
Her Majesty’s Revenue and 
Customs (HMRC 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2005/u13-2005-16-
dec.pdf

HB/CTB Bulletin G12/2005 Verification Framework case 
review 

Benefit Processing 
Replacement/Working Age 
Transformation and Change 
Programme – Tactical e-
Services 

Alternative Maximum CTB 
and students 

Amendment to HB/CTB 
Bulletin U11/2005 

Verification Framework Set-
up Funding 

Security Against Fraud and 
Error (SAFE) additional 
subsidy payments 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2005/g12-bulletin-
dec.pdf
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HB/CTB Circulars issued this month 

40 The following HB/CTB Circulars have been issued this month 

• Circular A23/2005  

• Circular A24/2005  

• Circular A25/2005  

• Circular S4/2005 Revised 

• Circular S5/2005 

Other publications issued this month 

41 The following publications have also been issued this month 

• HB Direct issue 49 

• Bulletin U13/2005  

Publications due next month 

42 The following publications are due to be delivered  

• HB/CTB Circular A1/2006 
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