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Changes to the 2007-08 HBSD/IAD Scan Guidance and 
Specification 

1 Several changes have been made to the 2007-08 HBSD/IAD Scan Specification. The 
changes are necessary both for clarification and to correct typing errors. 

2 Full details of the amendments are available in table format on the Housing Benefit 
Data Service Website – www.knowledgenetwork.gov.uk/hbds. An ‘amendments’ page 
has been inserted and can be accessed from the main HBSD/IAD Scan Specification 
menu. 

3 Local authorities (LAs) and software suppliers have been notified of these changes via 
email. It is not anticipated that changes to the specification will become a regular 
occurrence. These amendments have been identified in the early stages of use of the 
specification and are required to ensure the continued quality of the scan.  

4 If you have any problems accessing the website and/or the amendments, please 
contact John Lowdon at  

 HBDataService@dwp.gsi.gov.uk

Queries 

5 If you have any queries or would like more information, please contact Jan Ripley at 

 hbsdiad-scan@dwp.gsi.gov.uk

Local authority claim processing address 

6 As you know, The Pension Service issues a pre-paid pre-addressed reply slip for 
customers to return completed HB/CTB claim forms to their LA. Enhanced notifications 
now being issued by The Pensions Service also include a telephone number that 
customers may use to contact you about their HB/CTB claim(s). 

7 It is imperative that the contact details held by The Pension Service are correct and up 
to date. Therefore, if there are any changes to your HB/CTB claims processing address 
or telephone number, then please let the HB/CTB Liaison Team know as soon as 
possible. We can then arrange for our computer systems to be updated. 

8 Please email any changes to  

 HB-CTB-LIAISON@THEPENSIONSERVICE.GSI.GOV.UK

Queries 

9 If you have any queries about this, please contact Fiona McLeish on 0141 245 6946. 
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Amendment to HB/CTB Circular A19/2006 

10 We have identified an error in the table shown at paragraph 33 of HB/CTB Circular 
A19/2006. Please amend all versions of HB/CTB Circular A19/2006, issued in 
December 2006, to show the corrections underlined in the table below. The electronic 
version available on our website will show the correct details. HB/CTB Circular 
A19/2006 will not be re-issued either electronically or in printed form. HB Strategy 
Division apologise for any inconvenience these errors may cause.   
 

 2006/07 2007/08 

One room rate, sub-paragraph (3) 

- Heating and any hot water and/or 
lighting  

- Cooking  

 

7.15 
 

1.40

 

9.25 
 

1.80

One room rate calculation 

Sub-para (2)(a),(b),(c) 

- (2)(a) heating,(other than hot 
water) 

- (2)(b) hot water 

- (2)(c) lighting  

 

 

11.95 

1.40 

0.95 

 

 

15.45 

1.80 

1.25 

Total  14.30 divide by 

2 = 7.15 

18.50 divide by 

2 = 9.25 

Queries 

11 If you have any queries, please contact Phillipa Fallowfield at 

 Phillipa.Fallowfield@dwp.gsi.gov.uk

HB/CTB Guidance Manual Amendment 10  

12 Amendment 10 of the HB/CTB Guidance Manual is currently being issued and should 
be with users in the next few days. Unfortunately the flysheet asks you to remove Part 
A9 and insert Part A9 – this is incorrect. There is no longer a Part A9. Please remove 
old A9. 

13 Apologies for any inconvenience caused. 

14 If you have any queries or would like more information, please contact Lucy Da-Silva at 

 Lucy.Da-Silva@dwp.gsi.gov.uk
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New Jobcentre Plus processes (Standard Operating Model 
version2)  

15 The December 2006 and January 2007 editions of HB Direct advised LAs of a number 
of customer service improvements that Jobcentre Plus is introducing over the coming 
months. A crucial change is that the process for evidence gathering will alter. This will 
have a marked influence on LA administration of HB/CTB and close liaison is vital to 
manage the change. The new processes aim to reduce the time taken to make 
payments on primary benefit claims. This will be achieved by getting the claim to 
processing centres far more quickly and improving customer signposting so they are 
aware what is required to support their claim and where that activity is being 
undertaken. 

16 This guidance gives details of these changes, highlights the implementation approach 
to their introduction and raises possible impacts of these changes for LA consideration.  

Process  

Contact centres 

17 Customers will contact Jobcentre Plus by telephoning their local contact centre using 
an 0800 number.  

18 In most cases, instead of completing an inbound call and receiving a return (outbound) 
call within 24 hours, customers will give the information to support their claim in a 
single call. 

19 Exceptions to this include 

• 16/17 year olds, and 

• customers with Child Support Agency involvement 

20 Following the call, a customer statement showing the information given over the 
telephone is produced and issued to the customer with  

• a reminder of what evidence they need to produce at interview (or by post), and 

• the date of their interview if applicable 

21 If a work-focused interview is needed, the customer will attend their local Jobcentre 
office three working days after their initial date of contact.  

22 If a work-focused interview is not needed, the customer is told to check their customer 
statement, sign it and return it to their local Jobcentre with the supporting evidence, as 
detailed in a covering letter.  

23 In all cases, the customer is still asked the same full script of appropriate questions and 
expected to provide the same standard of evidence to support their HB/CTB claim. 

 



Jobcentres 

24 At interview, the customer will still see a Financial Assessor (FA). The FA will make 
sure all questions are answered and the statement is signed. They will verify and copy 
evidence from the customer and update the Customer Management System (CMS) 
accordingly. If this involves significant changes, the FA will print out a new customer 
statement for signature. If only minor changes are required, the original customer 
statement will be annotated and initialled by the customer. If evidence to complete an 
Enable Benefit Calculation is available, the FA will input the details as now. 

25 If, after the interview, any evidence is outstanding, the customer will be told to send this 
to the Benefit Delivery Centre where the claim will be processed. As now, the customer 
will be told that the outstanding evidence will be required to process their primary 
benefit and that they may also be contacted by their LA to gather any evidence which 
solely supports their HB/CTB claim. 

26 At this point the FA will produce the LA Input Document, regardless of the level of 
completion of the information or evidence supplied by the customer. As now, if a piece 
of evidence has not been verified, it will be noted on the LA Input Document as 
unverified.  

27 In cases where an interview is not needed, the customer statement will be checked for 
a signature once returned to the Jobcentre and passed to the FA who will update CMS 
with any associated evidence provided and then produce the LA Input Document. 

28 As under current arrangements, reply slips should be returned to the Jobcentre Plus 
office that issued the LA Input Document. 

Benefit Delivery Centres (processing centres) 

29 Under the previous version of the Standard Operating Model, the gathering of 
outstanding evidence and information was undertaken at the Jobcentre before the LA 
Input Document was produced. Responsibility for this is being transferred to the Benefit 
Delivery Centres after the LA Input Document has been produced and sent to the LA.  

30 Benefit Delivery Centre staff are solely focused on gathering outstanding evidence and 
processing the claim. There will be a dedicated Claims Preparation team to undertake 
the gathering of outstanding evidence. 

31 Once the outstanding information and evidence has been gathered, if there is an 
HB/CTB interest, it will be photocopied and marked as a true copy of the original. Any 
additional information will also be recorded and forwarded to the appropriate LA with a 
cover sheet noting what documentation has been included. This process will also apply 
if, after 30 days, the evidence and information in support of the primary benefit is still 
not complete. 

Implementation 

32 Jobcentre Plus is rolling out this process over the next few months. The implementation 
of the LA Input Document being issued earlier in the process and the chasing of 
outstanding evidence at Benefit Delivery Centres is due to be completed by the end of 
March 2007. 

 



33 The changes within contact centres (0800 number and single call) are scheduled to be 
complete by the end of May 2007.  

34 Jobcentre Plus has an implementation guide to support the introduction of this revised 
process. Training material is also being provided to staff to advise of the adjusted 
activities. Both the implementation guidance and training material cover liaison with 
external partners, including LAs, and you should be informed locally when these 
changes are expected to be introduced. 

Initial impact 

35 The initial implementation of this process will impact LAs. In some cases Jobcentre 
Plus districts have taken the decision to start operating this process only on claims 
made from a certain date. This means that cases already received but yet to be 
processed (for example, awaiting outstanding evidence) will still be forwarded to LAs 
as and when the evidence is received. However some Jobcentre Plus districts may 
decide to move all existing cases that are currently awaiting information and/or 
evidence over to the Benefit Delivery Centre and will produce LA Input Documents on 
each of these cases in one batch before the move. For LAs this could mean a larger 
than normal one-off intake of cases. Local discussion should take place around the 
Jobcentre Plus approach, the number of cases involved and how to resolve any 
operational issues.  

Ongoing impact 

36 For LAs, the most significant impact of the revised process will be the earlier receipt of 
LA Input Documents. It is expected that this should be four working days (plus any time 
to transfer the case) after the customer’s initial contact with Jobcentre Plus. 

37 A direct consequence of this earlier receipt of LA Input Documents is an expectation 
that the level of completeness of documentation will reduce, though initial tests of this 
process held within the Lincolnshire area have not shown a significant operational 
impact within LAs. It must be stressed, as outlined above, that Jobcentre Plus will still 
be gathering missing evidence supporting the primary benefit, and will forward as 
appropriate to the LA. An attempt by the LA to gather this evidence from the customer 
simultaneously could be counter productive as this could delay the primary benefit 
award and create customer confusion as identical evidence would be requested from 
two sources.  

38 However, the earlier receipt of the documentation will allow the LA to gather evidence 
required solely for HB/CTB claims. For example, in the case of a private tenant, 
tenancy details will not be verified and the customer can be contacted to supply this 
and other HB/CTB specific evidence while any outstanding primary benefit evidence is 
awaited.  

39 HBSD recognise that this revised process may impact on new claims processing times, 
as documentation could be received in an incomplete state. However, trials thus far 
have not resulted in a marked difference in the level of completion, and returns against 
the new claims performance measure (PM1) do not show deteriorating performance. 
This process is being applied nationally and it is hoped that all LAs will gain from the 
expected improved processing times for primary benefit claims. Our analysts will 
continue to monitor impacts and consider this process when returns are made. 

 



40 Furthermore, we are reviewing all the HB/CTB performance measures for 2008, in line 
with plans by Communities & Local Government (CLG) to have a more streamlined 
performance framework for local government to replace the current best value 
arrangements. This framework aims to decrease the amount of targets that local 
government is subject to, and to reduce the administrative and data requirements 
placed on LAs. DWP is working to make sure that any new performance measures for 
the administration of HB/CTB deliver good outcomes for customers and do not create 
additional bureaucracy for LAs. 

Queries 

41 If you have any questions on the above process, please contact Colin Heward at 

 hbsdmp.wweg@dwp.gsi.gov.uk

Commissioners’ cases  

Hockenjos 

42 A number of LAs have recently notified Adjudication and Constitutional Issues (ACI) 
Branch of tribunal decisions allowing HB/CTB child elements for a child whose care is 
shared, and where the claimant (or current partner) is not the Child Benefit recipient. 
The tribunals applied a decision of the Court of Appeal (in Hockenjos) which found that, 
where there is shared caring responsibility, the linking of additional amounts for 
dependent children in Jobseeker's Allowance to the payment of Child Benefit 
discriminates against men, contrary to EC Directive 79/7. ACI would like to be advised 
of any claimant or LA appeals to the Commissioner on this issue (see HB/CTB 
Guidance Manual, part C11.720 and below). The Secretary of State argues that HB 
and CTB are not within the scope of EC Directive 79/7. There is at present one case 
before a Commissioner but it may be a while before a decision is made. 

Other cases 

43 The following cases (that we know about) are also awaiting decision by a 
Commissioner. Decisions on cases decided have been issued to LAs 

• CH/1821/06 – Direct payment to landlord – already paid to tenant 

• CH/3629/06 – Direct payment to landlord – already paid to tenant – landlord not 
notified 

• CH/1840/06 – Right to reside – EEA National (stayed pending decision of Court of 
Appeal in CIS/3573/05)  

• CH/2205/06 – Overpayment – application of R(H) 6/06  

• CH/2280/06 – Overpayment – whether recoverable from agent  

• CH/361/06 – Overpayment – whether payment on account recoverable – referral 
for ROD – reg 12A(3) 

• CH/4371/06 – Overpayment – WTC overpaid by Revenue 

• CH/2042/06 – Reg 65 HBGR (old number) – application of reg 72(11)  

• CH/845/06 – Reg 7(1)(a) HBGR whether tenancy commercial  

• CH/4096/06 and others – supported accommodation – some support provided by 
landlord 

• CSH/775/06 – liability to pay rent 
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44 Thanks to all those LAs for letting us know about cases they are appealing. The 
guidance in HB/CTB Guidance Manual, Part C11.720-721 is amended. Please notify 
us of cases at the point that the application for leave to appeal is made to the 
Commissioners’ office, or the appeal is lodged following grant of leave by a Chairman. 
Please let us know if a case reference (CH/..or CSH/..) has been allocated.  

Queries 

45 If you have any queries, please email us at 

 ACI-Office Support-Leeds@dwp.gsi.gov.uk

46 If you have any queries relating to revision, supersession and appeals, please email us 
at the above address. Or send by fax on 0113 2324841.  

What's new on the web 

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

Document Type Subject Link 

HB/CTB Bulletin G12/2006 
 

Armed Forces and Reserve 
Forces (Compensation 
Scheme) Order 2005
Temporary absence – CSHB 
873/05
Customer Information System 
(CIS) Memorandum Of 
Understanding (MOU) 
addendum and Home-worker 
access
Housing Benefit Data Service 
website
Jobcentre Plus/LA Service 
Level Agreement
Incapacity Benefits reform: 
Employment and Support 
Allowance (ESA)  
Verification of Capital Pilot 
Exercise
Liaison arrangements on benefit 
issues between Jobcentre Plus 
and LAs: Review of JRBs/JOBs
New location for notifying and 
making enquiries regarding 
benefit Convictions, Cautions 
and Administrative Penalties 
(AdPens) from Monday  
18 December 2006

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/g12-2006.pdf
 

HB/CTB Bulletin U1/2007 EU Accession: Bulgaria and 
Romania 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2007/u1-2007.pdf

HB/CTB Circular A19/2006 2007 Uprating http://www.dwp.gov.uk/hbctb/
circulars/2006/a19-2006.pdf  

 

mailto:ACI-Office%20Support-Leeds@dwp.gsi.gov.uk
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/g12-2006.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/g12-2006.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/g12-2006.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2007/u1-2007.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2007/u1-2007.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2007/u1-2007.pdf
http://www.dwp.gov.uk/hbctb/circulars/2006/a19-2006.pdf
http://www.dwp.gov.uk/hbctb/circulars/2006/a19-2006.pdf


HB/CTB Circular A20/2006 Changes to Security 
Performance Measures 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a20-2006.pdf

HB/CTB Circular A1/2007 Valuation of National Savings 
Certificates 
Housing Benefit Matching 
Service (HBMS) Data Take on 
and Processing Schedule 
(DTOPS) 29 

http://www.dwp.gov.uk/hbctb/
circulars/2007/a1-2007.pdf

Questions and Answers 
from Pension Service/Local 
Authority Conferences 

Questions and Answers from 
Pension Service/Local Authority 
Conferences 

http://www.dwp.gov.uk/housi
ngbenefit/publications/2006/q
anda-ps-la-conf-06.pdf

 

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

• Circular A19/2006 

• Circular A20/2006 

• Circular A1/2007 

Other publications issued this month 

49 The following publication has also been issued this month   

• HB Direct Issue 61 
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