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Temporary absence – period of notice 

1 This is to clarify guidance already issued in relation to the payment of Housing 
Benefit (HB) for the period of notice when a person has an unavoidable liability. 

2 Regulation 5(5)(d) of the HB (General) Regulations 1987 allows the payment of HB 
for up to four weeks when a person moves to a new home and could not reasonably 
have avoided the liability for the period of notice on the previous home. The policy 
intention here is to help those people who have to take on a new tenancy 
immediately otherwise they would lose it. However, it has been brought to our 
attention that some LAs apply this policy as a matter of course when a person 
moves to a new tenancy before the end of their existing tenancy. The test of 
reasonableness is not for the tenants or the landlords to decide but for the LAs 
based on evidence.  

3 Particular attention should be given to circumstances where the landlord of both 
properties remains the same. It is important that the liability for the period of notice 
is unavoidable. A claimant moving into a different area may not be able to avoid 
liability on the previous home even though the landlord is the same agent, whereas 
the landlord re-housing a tenant within the same area may be able to arrange the 
tenancies to run concurrently without having to overlap them. Assess each case on 
its merit.  

4 LAs should note that the claimant has a right to remain in the property while they 
are still liable during the period of notice and therefore, entitled to retain the keys to 
the dwelling. The tenant should not be made liable for the period of notice if the 
property is being redecorated or refurbished during this period which prevents it 
being used by the tenant. The purpose of HB is to help pay the rent so that the 
claimant does not lose their home and not to help landlords maintain their 
properties. 

5 Regulation 5(5A) allows HB to be paid for the period of notice when a person 
moves unexpectedly to a place where they have no liability to pay rent. 
Circumstances when HB can be paid under this provision are when a person is 
sentenced to prison without prior knowledge that the absence from home is likely to 
exceed 13 weeks, when a person is unexpectedly admitted into hospital and is 
unlikely to return home or when a person taken into care and unlikely to return 
home. Again the liability on the previous home has to be unavoidable. 

6 When a person is in residential accommodation on a trial basis this provision should 
not be used to extend the period HB can be paid for to beyond 13 weeks where a 
person is in residential accommodation on a trial basis. There is already provision in 
Regulation 5(7B) and (7C) to pay for the period of notice within the trial period of 13 
weeks. For example a claimant who decides after nine weeks of the trial to remain 
in the residential accommodation can have four weeks HB paid for the period of 
notice, but if they make this decision in the 11th week they can only have two weeks 
HB paid for the period of notice. HB can be paid provided the total period of 
absence does not exceed 13 weeks even if the claimant decides to remain in the 
accommodation. It is the intention at the start of the period of absence that 
determines the payment of HB and not what happens during the trial period. This 
current guidance was recently confirmed in the Court of Appeal decision. 



 

Queries 

7 If you have any queries regarding this subject, please contact  

 Lucy Da Silva, email: Lucy.Da-Silva@dwp.gsi.gov.uk  

Allocating National Insurance numbers  

8 Jobcentre Plus introduced an enhanced application process for National Insurance 
numbers (NINO) for adults, which has been rolled out in stages since October 2005 
and will be completed in July 2006.  

Key features 

Standard approach to processing applications 

9 Fourteen large-scale interview locations (hubs) will be set up across England, 
Scotland and Wales, supported by around 30 satellite offices and seven sub-offices. 
Two sites - Glasgow and the Isle of Wight - will process all the applications.  

Dedicated 0845 number and secure appointment booking 

10 Customers will be directed to a Jobcentre Plus contact centre (JCP CC) with 
dedicated telephone lines for NINO interview appointments. Appointments will be 
booked via a computerised booking system. The customer’s personal information 
will be recorded securely and an interview appointment made at the most 
convenient location.  

Mobile interviewing teams  

11 For customers unable to travel to an interview, or who live in remote rural areas, 
there will be mobile interviewing teams. These will be based in offices subject to 
demand and may visit specific locations or employers to provide their service. 

12 On 3 October 2005, a pilot to test the end-to-end application process began in the 
North East. Customers in that region now contact the JCP CC, via the 0845 
number, who book their appointment and forward the details to the appropriate 
processing site. Customers’ positive feedback showed they were happy with the 
quality and efficiency of the new service.  

13 The 0845 number will be advertised nationally in Jobcentre Plus offices, in line with 
the roll-out. 

What this means to HB staff 

14 There is no major change to the current process for HB staff. DCI1 (LA) forms 
should be directed to one of the two Central Control Units (CCUs), (see below for 
which CCU corresponds to which Government Region). This should begin 
immediately, as all the CCU work has been migrated from the regions, although 
some regions have yet to rollout the new process in full. HB queries from staff will 
be handled directly by the CCUs (contact details as below) and customers should 
be referred to their local Jobcentre Plus Office for the 0845 number. 

mailto:Lucy.Da-Silva@dwp.gsi.gov.uk


 

15 Liaison is currently taking place between the Regions and local HB contacts in 
regard to changes to the process.  

Queries 

16 If you have any queries regarding this subject, please contact Lisa Baron, NINO 
Allocation Project 

Tel: 01772 234148 

Lisa.baron@jobcentreplus.gsi.gov.uk
 

NINO Allocation Project – Operating Business Model –  
Rollout Schedule 

17 
 
NINO Allocation Project – Operating Business Model – Rollout Schedule 
  
Region Go-live date 
North East (Glasgow CCU) 03/10/2005 
London (Tootinghub) (Glasgow CCU) 16/01/2006 
Scotland (Glasgow CCU) 30/01/2006 
South West (Isle of Wight CCU) 20/02/2006 
East Midlands (Glasgow CCU) 27/02/2006 
Wales (Isle of Wight CCU) 06/03/2006 
East of England (Isle of Wight CCU) 13/03/2006 
North West (Glasgow CCU) 20/03/2006 
Yorks & Humber (Glasgow CCU) 27/03/2006 
West Midlands (Isle of Wight CCU) 24/04/2006 
London (Harlesden/Hounslow Hub) (Glasgow CCU) 10/04/2006 
London (Camden Hub) (Glasgow CCU) 05/06/2006 
London (City and East) (Glasgow CCU) 26/06/2006 
South East (Isle of Wight CCU) 17/07/2006 

CCU Contacts  

18 
Glasgow Central Control Unit 
Portcullis House 
21 India Street 
Glasgow 
G2 4PH 
 

Isle of Wight Central Control Unit 
Broadlands House 
Staplers Road 
Newport 
Isle of Wight 
PO30 2HX 
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Region CCU CCU Contact 
London 
  

Glasgow 0845 641 5001 
0845 641 5002 
0845 641 5073 

Scotland 
 

Glasgow Tony Buchanan/Mark Crawford 
0845 641 5032 
0845 641 5045 
Fax 0845 641 5076 
Admin Team Leader: Edward Hunter 
0845 641 5099 
Fax 0845 641 5076 

North East 
 

Glasgow 0845 641 5036 
Fax 0845 641 5076 

North West Glasgow 0845 641 5001 
Yorkshire & 
Humberside 

Glasgow 0845 641 5077 

East Midlands 
  

Glasgow Team Leaders: 
0845 6415051 
0845 6415039 
Fax 0845 6415076 

Wales Isle of Wight  Anthony French 01983 273163 
West Midlands Isle of Wight  01983 273068 
South East Isle of Wight  01983 273167 
South West Isle of Wight  Debbie Snape 01983 273066 

Sharon Wainwright 01983-273724 
East of England Isle of Wight  Anne Bartlett 01983 273726 

Rob Newton 01983 273142 

Tax Credit email link – the West Dorset experience 

19 At West Dorset a relatively small proportion of our HB/CTB caseload is working 
age, however working age claims create proportionally more work than the pension 
age claims. 

20 As with all LAs we are always looking at ways to improve our processing times and 
when an email link to obtain Tax Credit data was proposed in late 2004 we were 
keen to be involved. The purpose of the email link is for LAs to obtain general 
details relating to Tax Credits, which will enable them to accurately process 
HB/CTB claims without having to use the telephone system. 

21 We, with five other LAs piloted the email link in 2005 and after a successful pilot 
period the scheme was rolled out nationally in early 2006. At West Dorset we have 
found the advantages of the email link are that we have written evidence of tax 
credit awards, which satisfy both verification/audit standards and help in reducing 
error. 

22 Of course it is not always possible to obtain all the information we require so the 
existing help-line remains in use for more in depth/complex queries, but we no 
longer have assessors being held in a queue to obtain straightforward information 
from HMRC.  



 

23 Since implementing the email system our processing times have improved, and 
whilst this is not the only reason for this, it is a factor. 

24 Many LAs have taken the opportunity to become involved, but there are some, 
which although expressing an initial interest have not finalised details. If you have 
not already signed up to the scheme you should contact Kate Eley 
kate.eley@hmrc.gsi.gov.uk to express your interest. 

Queries 

25 If you have any queries regarding this subject, please contact Mark Payne 
FMAAT.Tech.IRRV, Acting Benefits Manager, West Dorset DC. 

m.payne@westdorset-dc.gov.uk  

Tactical e-Services 

26 In the January HB/CTB General Information Bulletin G1/2006, we advised that 
Tactical e-Services was rescheduled to go-live on 30 January 2006. However, due 
to extended work to test security related issues the go-live date was further 
delayed. These issues have now been resolved and Tactical e-Services went live 
on 20 March 2006. 

27 Tactical e-Services provides an internet based service to customers of the following 
DWP businesses: Jobcentre Plus, The Pension Service, Disability and Carers 
Service and the Child Support Agency.  

Jobcentre Plus 

28 From a Jobcentre Plus perspective Tactical e-Services delivers a service to enable 
customers to submit information, via the internet, signalling their intent to claim 
Jobseeker’s Allowance (JSA), Income Support (IS) and Incapacity Benefit (IB). The 
e-form asks for the same information as an inbound call on the Customer 
Management System (CMS). 

29 Tactical e Services has been implemented into Torquay and Paisley Contact 
Centres from 20th March 2006. E-forms from customers within districts, where the 
CMS is live, in the South West and North East Regions can be accepted. A 
postcode filter prevents e-forms being submitted from other regions. The new 
Bangor Contact Centre will go live in summer 2006 and customers across England, 
Scotland and Wales will be able to submit e-forms on-line. At this point, Welsh 
language e-forms can also be submitted. The three contact centres will be able to 
deal with e-forms from anywhere in Great Britain, though Welsh language forms will 
be diverted to Bangor. 

The Pension Service 

30 The Tactical e-Services also enables an on-line claim form to be submitted for State 
Pension for customers living within Great Britain and customers living outside the 
United Kingdom. 

 

mailto:kate.eley@hmrc.gsi.gov.uk
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31 All submitted e-claims will go directly to the National Pension Centre (NPC) in 
Newcastle which is responsible for processing all claims except those completed in 
Welsh, which are processed at Swansea Pension Centre and those received from 
customers living outside the UK, which are processed at International Pension 
Centre (IPC). 

32 After submitting the e-form the customer is presented with a What to do Now 
screen, which will list all the information and evidence required to support their 
claim. The customer should print this and send it with the requested information to 
The Pension Service at the address provided.  

Disability and Carers Service 

33 An e-form for new and renewal Disability Living Allowance (DLA) & Attendance 
Allowance (AA) claims can now be submitted to the Disability and Carers Service.  

Child Support Agency 

34 A Parent with Care, Person with Care or a Child in Scotland, who is not in receipt of 
IS or income based JSA (IB), can now complete a Maintenance Assessment Form 
(MAF) on-line and send it direct to the Agency via the DWP website. 

Further details 

35 Detailed information about Tactical e-Services in respect of Jobcentre Plus benefits, 
the end-to-end process and what this means for customers and LAs was provided 
in HB/CTB G11/2005 November 2005 at paragraphs 13 to 27 together with generic 
questions and answers. However, the questions and answers have now been 
updated and also include responses in respect of The Pension Service, Disibility 
Carers Service and the Child Support Agency which should enable staff to answer 
queries from the public. The updated questions and answers are attached in  
Annex A. 

Helpdesk 

36 A Helpdesk is available for customers if they encounter problems whilst completing 
the on-line forms - 0845 601 8040. The Helpdesk can assist with technical queries, 
and talk through error messages, in order to assist the customer to navigate 
through the claim. They have also been provided with a list of questions and 
answers to enable them to answer basic benefit related questions. 

Queries 

37 If you have any queries regarding Tactical e-Services please contact Janet Croll 

janet.croll@dwp.gsi.gov.uk

http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/g11-bulletin-nov.pdf
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IT Information Flow for LAs – update on replacement of the 
RAT (CIS) 

Security 

38 Managers must ensure their staff are fully aware of the need to maintain the 
integrity of the data on Customer Information System (CIS). 

39 Managers must also make sure staff adhere to the checking procedure for CIS 
Management checks. The Memorandum of Understanding (MOU) and the training 
and guidance material, issued to all LAs during rollout, set out general protocols on 
all aspects of security. Failure to develop and apply appropriate policies and 
procedures in respect of use and security of the system may result in the withdrawl 
of CIS. 

40 All attempts (successful or otherwise) to CIS are recorded and an audit trail created.  

IT implications 

41 Would LAs please make sure  

• all IT staff involved with the implementation of the new system are aware of the 
information in HB/CTB Bulletin G3/2006, and 

• any changes to LA IP addresses or Internet Service Providers are notified to the 
LA Support Team as a matter of urgency  

Third party access 

42 DWP and the LAAs have agreed that LAs who manage their business using third 
parties to perform HB/CTB activity on their behalf can allow access to third party 
staff. In these instances, a responsible member of the third party organisation must 
sign the MOU in addition to the LA.  

Workshops 

43 DWP has held a number of workshops to help LAs achieve a successful 
implementation of the new system (CIS) and these have proved very useful. We 
have scheduled further workshops and it is strongly recommended that LA 
managers and training staff attend these events. 



 

Frequently asked questions 

44 During the recent workshops held for the LAs implementing CIS early in the rollout, 
a number of queries have been raised or clarification requested by LAs on earlier 
advice. These are outlined below. Responses to further enquiries will be posted on 
the project website (FAQs) at www.dwp.gov.uk/housingbenefit/rat/

• Training material issued by the IT Information Flows project may be freely 
reproduced by LAs.  

• Criminal checks – staff using CIS must complete a criminal record self-
declaration before they can be given access to the system. Staff do not have to 
complete the criminal record self-declaration if they have already been screened 
as part of being taken on for employment by the LA. The LA should make a note 
that this check has already been done. However, if no check has been done - for 
example because there was no such policy in operation when they began work 
for the LA - they should sign a self-declaration in order to comply with the MOU 
There is a proforma in the MOU. 

• Staff numbers  
- the number of staff to be given access to CIS will be the number of users 

each LA entered on Appendix 1 of the HB/CTB Bulletin U11/2005. All LAs 
have responded to the bulletin, and there has been no need to restrict the 
numbers requested 

- where a post is subject to jobshare, both members of staff may be granted 
access to CIS provided there is no overlapping use of CIS  

- Council Tax staff may be allowed access to CIS only where they are 
responsible for the recovery of an overpayment of Council Tax benefit and are 
accessing CIS for that purpose. Access to CIS for any other purpose would 
not be appropriate or legitimate 

- where circumstances dictate the need for an increase in numbers, you should 
contact the Project giving details of your new requirements 

- please note that where an increase in numbers is requested, the Project team 
will try to satisfy that request. However, it may not be possible to increase the 
numbers at the Implementation stage and you may have to wait until rollout 
has been completed (January 2007) 

Microsoft PowerPoint  

45 The training package uses Microsoft PowerPoint. If you do not have access to this 
please can you contact the Project team as soon as possible, see below. 

Queries 

46 For further information please contact Wayne Norfolk 

Email: Wayne.Norfolk@dwp.gsi.gov.uk

mailto:Wayne.Norfolk@dwp.gsi.gov.uk


 

Customer Management System – legislative changes April 
2006 

Introduction 

47 The next major release of the Customer Management System (CMS) – CMS 
release 4, is due to go-live in June 2006. The majority of the content of the release 
will reflect legislative changes that come into force from April 2006. As a result, 
Jobcentre Plus is undertaking a small number of workarounds to ensure compliance 
with the legislation until CMS release 4 is implemented.  

48 More detail of the contents of release 4 and how these changes will impact LAs will 
be issued in the June HB/CTB G Bulletin.  

49 The changes and the interim workarounds are detailed below.  

Savings  

50 From 10 April 2006 the upper savings limit has been raised from either £8000 or 
£12000, depending upon the customer and/or partner’s circumstances, to a single 
figure of £16000. When gathering information the customer will be asked a revised 
question, ‘In total do you (and your partner when added) have savings of more than 
£16000?’ 

51 Jobcentre Plus staff will record the answer to this question on CMS and annotate 
Case Notes with the wording ‘Question amended to ask if savings are below 
£16000’. This information will then be output on the Case Notes page of the Local 
Authority Input Document (LAID) so that the LA is aware that the customer has 
been asked the savings questions having regard to the revised capital limits. The 
amounts of the customer and partner’s savings will be recorded in the capital 
section as normal. 

Dependent children 

52 From 10th April 2006 the Child Benefit Act 2005 came into force. The Act changed 
entitlement conditions to Child Benefit (ChB), in particular the conditions relating to 
the person’s age and the education or training they are doing. The Act also extends 
the definition of a child, see HB/CTB Circular A6/2006 for more details. As a result 
some questions within CMS must be reworded. 

53 Jobcentre Plus staff will replace the question ‘Do you have any dependent children 
under 19 living with you?’ with ‘Do you have any dependent children under 20 living 
with you?’ and amend the question on the customer statement. 

54 If an LA has reason to believe that a customer may be impacted by this change, we 
suggest that you telephone your local Jobcentre Plus office and ask them to check 
the information on the customer statement. We anticipate that this will only occur in 
a small number of cases pending the implementation of the CMS release in June. 



 

Pension Protection Fund 

55 From 6 April 2006 Pension Protection Fund payments can commence, see HB/CTB 
Circular A5/2006 for further details. It has been agreed that Jobcentre Plus staff will 
capture these payments under the heading of ‘Occupational Pensions’. This will 
ensure that full and accurate information regarding any Pension Protection Fund 
payments will be collected and recorded. These payments will therefore appear on 
the LAID in the section titled ‘Other Income Details’ under the heading ‘Private or 
Occupational Pensions’. 

Queries 

56 If you require any further information please email 

martin.benson@dwp.gsi.gov.uk

Changes to Jobcentre Plus contact for SSFA Authorised 
Officers 

57 The creation of the Fraud Investigation Service (FIS) within Jobcentre Plus and 
ongoing change as part of the Organisational Design Review has resulted in 
changes to the Jobcentre Plus contact for Social Security Administration Act 
(SSFA) Authorised Officers. With immediate effect, FIS (Technical Support) (FIS 
(TS)) has assumed responsibility for the maintenance of the Authorised Officers 
secure website and the Information Provider website and database. In addition, FIS 
(TS) are now also responsible for liaison with information providers. 

58 All requests for changes to the websites and databases, for example addition or 
removal of Authorised Officers, previously sent to Sally Carey should now be 
addressed to Mark Edwards or Jeremy Howden at: 

Fraud Investigation Service 

(Technical Support) 

5th Floor West 

Trevelyan Square 

Leeds 

LS1 6ED 

Tel: 0113 232 7375 & 0113 232 7381 

Fax: 0113 232 7002 

E-mail: Mark.edwards2@jobcentreplus.gsi.gov.uk

 Jeremy.howden@jobcentreplus.gsi.gov.uk

59 In addition, FIS (TS) have assumed temporary responsibility for the maintenance of 
the Social Security Administration Act Authorised Officer database (old powers). 
Therefore, updates as per HB/CTB Circular F3/2005 should also be sent to the 
above address. 

mailto:martin.benson@dwp.gsi.gov.uk
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Queries 

60 If you have any queries regarding the content of this message, please contact Mark 
Edwards  

E-mail: Mark.edwards2@jobcentreplus.gsi.gov.uk

Tel: 0113 232 7375 

HB/CTB Take Up Project 

61 The HB/CTB Take Up Project was set up to tackle the under claiming of HB/CTB by 
Pension Credit customers. Customers on Pension Credit but not in receipt of 
HB/CTB were contacted by an Outbound Calling Exercise during the period 
September 2005 – March 2006, and invited to claim HB/CTB using a simplified 
process. 

62 Customers with communication difficulties, who could not go through the Outbound 
Calling Exercise, have been referred to The Pension Service’s Local Service Teams 
and invited to arrange a visit with them. 

63 Not all the Local Service Teams have access to The Pension Service’s computer 
system that is normally used to update the HB/CTB flags, thereby enabling access 
to the information on the Remote Access Terminal System (RATS). A centralised 
process has therefore been set up to ensure that, for those cases when an HB/CTB 
form has been completed during the visit, the indicators are correctly set to Yes.  

64 Unfortunately, the process will not trigger the issue of electronic transfer data (ETD) 
report to the LA’s. Instead, The Pension Service will provide lists of the cases 
involved to each LA on a monthly basis.  

65 The lists will be provided to LA’s with 

• name (forename and surname) 

• National Insurance Number (NINO) 

• address, postcode  

• date of birth 

66 It is anticipated that the first scans will be issued w/c 24 April 2006 and then in the 
first week of every month, with the final scan to be issued in July. Each LA is likely 
to receive an extremely small number of records on their monthly list. 

67 LAs should treat the information on the file in the same way as any ETD showing a 
new HB/CTB interest on a Pension Credit claim, using the RATS to obtain any 
additional information they require. If the information is not available on the RATS, 
contact The Pension Service direct for it. 

 All other ETDs will continue to be issued as normal. 

Queries 

68 If you have queries about this subject, please contact 

mailto:Mark.edwards2@jobcentreplus.gsi.gov.uk


 

Fiona Mcleish HB/CTB Take up Project,  

Tel: 0141 245 6946  

Email: Fiona.Mcleish1@thepensionservice.gsi.gov.uk  

Dean Whitehead HB/CTB Take up Project 

Tel: 01772 234197  

Email: Dean.Whitehead@dwp.gsi.gov.uk  

What’s new on the web 

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

Document Type Subject Link 

HB/CTB Circular A5/2006 Miscellaneous Amendment 
Regulations/Pension Protection 
Fund 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a5-2006.pdf

HB/CTB Circular A6/2006 Financial support for 16/19 year 
olds. The Social Security 
(Young Persons) Amendment 
Regulations 2006. S.I.2006/718 

Transfer of Appeals work 
Addendum to A30/2003 

http://www.dwp.gov.uk/hbctb/
circulars/2006/A6-20061.pdf

HB/CTB Circular A7/2006 Changes to the 2005 HB/CTB 
Performance Standards from 
April 2006 

Comprehensive Performance 
Assessment (CPA) 
methodology for single tier 
councils in 2006 

Interventions and visits targets 
for 2006/07 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a7-2006.pdf

HB/CTB Circular S2/2006 HB/CTB Subsidy arrangements 
2006/07 

http://www.dwp.gov.uk/hbctb/
circulars/2006/S2-2006.pdf
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mailto:Dean.Whitehead@dwp.gsi.gov.uk
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HB/CTB Urgent Bulletin 
U5/2006 

Service Level Agreements http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/U5-2006-
9March.pdf

HB/CTB Urgent Bulletin 
U6/2006 

HB/CTB Take Up Project 
Cessation of Outbound Calling 
Exercise 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/U6-2006-
10March.pdf

HB/CTB Urgent Bulletin 
U7/2006 

Stats 116/123 MIS: Ending the 
requirement to return 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/u7-2006-
21march.pdf

HB/CTB General 
Information Bulletin 
G3/2006 

 

HB/CTB Guidance Manual 
Amendment 10 

Benefit Processing 
Replacement/Working Age 
Transformation and Change 
(BPRP/WATCH2) Programme 

Customer Management System 
– Updating the Local Authority 
Input Document 

Jobcentre Plus Fraud 
Investigation Service learning 
and development review 

Replacing the RATs 

Activity Allowance Pilots in 
England 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/G3-2006.pdf

 

HB/CTB Circulars issued this month 

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

• HB/CTB Circular A6/2006 

• HB/CTB Circular A7/2006 

• HB/CTB Circular F1/2006 

• HB/CTB Circular S2/2006 

http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U5-2006-9March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U5-2006-9March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U5-2006-9March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U5-2006-9March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U6-2006-10March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U6-2006-10March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U6-2006-10March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/U6-2006-10March.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/u7-2006-21march.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/u7-2006-21march.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/u7-2006-21march.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/u7-2006-21march.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/G3-2006.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/G3-2006.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2006/G3-2006.pdf


 

Other publications issued this month 

71 The following publications have also been issued this month 

• HB Direct issue 52 

• Moredirect issue April 2006 

• Bulletin U6/2006 

• Bulletin U7/2006 

• Bulletin U8/2006 

• Bulletin U9/2006 

If you have any queries about the distribution of this bulletin, contact  
Corporate Document Services Ltd Orderline  
• Tel: 0113 399 4040 
• Fax: 0113 399 4205 

Email: orderline@cds.co.uk

mailto:orderline@cds.co.uk


 

Annex A 

Tactical e Services Questions and Answers 

Q:  Why have claims over the Internet been introduced? 

It supports the ministerial commitment to provide electronic service delivery capability, 
delivering new functionality to allow customers to provide and submit claim information 
electronically to the Department for Work and Pensions (DWP). It offers customers a greater 
choice of contact methods by which they can commence an application to benefit.  

For Jobcentre Plus benefits, the service will only gather part of the claim information initially, 
but will be expanded to be a full on-line claim from summer 2009. 

For The Pensions Service, the customer will be able to complete an on-line claim form for 
State Pension. 

For Disability and Carers Service, the customer will be able to complete an interactive 
DLA/AA new or renewal e-claim. 

For the Child Support Agency, a private Parent with Care, Person with Care or a Child in 
Scotland is able to complete a Maintenance Assessment Form (MAF) on-line and send it 
directly to the Agency via the DWP website. 

Q:  Do I need broadband or any special equipment? 

You do not need broadband to complete the on-line applications, however if you do not have 
broadband, and only have one telephone line, you will not be able to contact the Technical 
Helpline whilst still connected to the internet. 

You will also need a printer if you choose to print off a copy of your claim form. 

Q: Can I claim at any time of the day/any day of the week? 

Yes e-forms can be submitted any time, every day of the year.  

For IS, JSA, IB – the indicative date of claim will be the day the application is received or the 
next working day if received outside of normal office hours, eg received Saturday at 16:00 
the next working day will be the following Monday. 

For State Pension – the date of your claim will be the date you submitted the on-line claim to 
The Pension Service. This will be as soon as you press the submit button. 

For DLA and AA – the date of claim will be the date the customer started to input details on 
the e-claim. The existing 6-week rules will apply.  

Child Support Maintenance Application – the effective date of the application for 
maintenance is the date that the non-resident parent is contacted. 



 

Q:  How secure is this system? Can anyone else look at my details? 

We have used existing technology to ensure the security of the site and so people will not be 
able to look at your details. 

We maintain strict security standards and procedures to prevent unauthorised access to 
your data. We use leading technologies including digital certificates and encryption. When 
logging onto the DWP on-line claim you are using a secure connection over the internet, 
which means that information you provide, such as your name or other personal details, are 
encrypted so that it cannot be read or intercepted by other people.  

Q: Do I need a password? 

Yes. When you initially register with the Government Gateway, you will be supplied with a 
user ID. You will also be prompted to supply a password. You will need both the user ID and 
password each time you log in.  

Q:  I’ve forgotten my log in details what should I do? 

You will need to re-register and start again. 

Q: What if I lose internet connection part way through completing the form? 

Unfortunately if connection to the internet is lost part way through unsaved completion of a 
form you will have to start again from the beginning. 

Q:  Can I save information and go back to it another day? 

Yes. When you register you will be given a unique ID number, which you can use to save 
what information you have put in and return to it at a later date. However for some benefits 
your date of claim may be affected if you do not submit your claim straight away. 

Q: Can my appointee/representative/third party fill in the information on my behalf? 

Yes. 

Q:  When will I be able to claim on the internet from Northern Ireland? 

From early summer 2006. 

Q: Can I complete a claim in Welsh? 

Yes. Claims can be made in Welsh from customers living in Wales. 

For Jobcentre Plus, Welsh Language forms will only be accepted from summer 2006. 

For The Pension Service, Disability and Carers Service, and the Child Support Agency, 
Welsh language forms are accepted from 20 March 2006. 



 

Q: Can I complete the claim on-line in any other language? 

The only languages the e-forms are available in are English and Welsh.  

For Jobcentre Plus customers, if you have another language requirement you must complete 
the form in English and you should report on the e-form that you have a language 
requirement for the call back to be made in the required language.  

For State Pension customers, if you complete the form in another language other than 
Welsh it will be sent for translation to the existing translation service. 

For Disability and Carers Service customers, if you have another language requirement you 
can request to use the existing translation service. 

Child Support Agency customers should contact the National Helpline on 0845 713 3133 to 
request to use the existing translation service. 

Q:  Will my claim be dealt with quicker if I claim on-line? 

All applications, irrespective of the way they are made, will be given equal priority. 

Q: I’ve heard that we have to claim for benefit over the internet. I don’t want to do that; can 
I still claim by post/phone? 

Yes. The internet is just one way of claiming, all other methods still exist. 

Q: Can I see what stage my claim is up to on the internet? 

No, once the claim has been submitted the e service will not track progress of the claim. 

However you will be able to access the website to confirm your claim has been received. 
The Department will continue to inform you of your claim progress as they do with paper 
based claims. Existing channels will be available should you require an update. 

Q: Can I get a copy of the information I have submitted? 

You can print off the e-form before submitting it over the internet if you wish for your own 
information, but this print off should not be posted in. 

If an e-form for a Jobcentre Plus benefit results in a claim then a customer statement, which 
includes the information sent via the internet, is sent to you to check and sign. 

For State Pension, you should print off the e-claim before submitting it over the Internet. If 
you do not have printing facilities you can request a copy by contacting The Pension Service 
at the address as detailed on the What to do now screen on the internet. 

For Disability and Carers Service, the e-claim will not be sent back for signature. 

For Child Support Agency, the application for maintenance will not be sent back for 
signature. 

Q: Can the Department alter my form if I send it electronically?  

No. 



 

Q:  I made a mistake when I claimed on the internet, what should I do? 

If the claim is for a Jobcentre Plus benefit, you will be contacted by phone to supply all 
necessary information for your claim, therefore if there have been any errors they can be 
reported and corrected at that time.  

If the claim is for State Pension, you should contact The Pension Service at the address on 
the What to do now screen. 

If the claim is for a DLA/AA, you can continue to contact the Disability and Carers Service in 
the same way as customers do now, eg Helpline or written correspondence.  

If the claim is for maintenance, you can continue to contact the Child Support Agency in the 
same way as customers do now, eg Helpline or written correspondence. 

Q:  How do I send additional information in to you? 

For Jobcentre Plus benefits, you will be advised when you are contacted by phone what will 
happen next including any evidence that is required. 

For State Pension, when you have submitted your e-claim, you will be presented with a 
What to do now screen. This will advise you what further documents you need to send to 
support your claim and where to send them. You should print this and send it with the 
requested information to The Pension Service at the address shown below based on the 
type of e-claim completed.  

 

Customers living in GB State Pension On-line Claims Team National Pension Centre 
Tyneview Park 
Newcastle Upon Tyne 
NE98 1YX 

Customer completed 
claim in Welsh and living 
in Wales 

The Pension Service 
PO Box 139 
Swansea 
SA6 8XN 

Customer residing 
outside the UK 

Central Team 
TC109 
International Pension Centre 
Tyneview Park 
Whitley Road 
Benton  
Newcastle upon Tyne 
NE98 1BA 

For the Disability and Carers Service, you will be advised in your claim acknowledgement 
letter of the relevant office address and telephone number that will be dealing with your 
claim. 



 

For the Child Support Agency, if additional information is to be sent in, the address to send it 
to can be identified by entering your postcode on the website. Any additional information 
should contain your name, National Insurance Number and the reference number for this 
application. 

Q: Can I advise you of change of circumstances by internet? 

No. Changes of circumstance must be sent through existing routes. 

Q: I have submitted a claim on-line but haven’t heard anything yet; can you tell me what is 
happening with my claim? 

Jobcentre Plus customers should contact their Jobcentre Plus Contact Centre. 

If you have claimed State Pension over the internet you should contact The Pension Service 
at the telephone number as detailed below. 
 

National Pension Centre  0845 600 0455 

Swansea Pension Centre (for customers who live in Wales 
and have submitted their e-claim in Welsh) 

0845 300 2084 

International Pension Centre (for customers living outside 
the United Kingdom) 

0191 218 7777 

Disability and Carers Service customers should contact the Helpline on 0845 712 3456 or 
Textphone 0845 722 4433. 

Child Support Agency customers should contact the National Helpline on 0845 713 3133, or 
the relevant Business Unit.  

Q: I claimed on-line but have changed my mind, can I withdraw my claim and if so how? 

If the decision not to apply is made before the e-form is submitted you can delete the 
application yourself on the internet. 

If your form has been submitted you can advise of your change of mind when Jobcentre Plus 
contacts you to gather full claim information.  

If you wish to postpone or cancel your claim to State Pension after you have submitted it  
on-line, this must be done in writing to the address detailed on the What to do now screen 
but you can only stop claiming or cancel your State Pension once. 

If you want to withdraw your claim for DLA/AA after it has been submitted you can contact 
the Disability and Carers Service by phone, e-mail or in writing requesting the withdrawal. 

If you want to withdraw your maintenance application form after it has been submitted you 
can contact the Child Support Agency by phone, e-mail or in writing requesting the 
withdrawal. 



 

Jobcentre Plus Specific 

Q: I tried to submit a claim over the internet but was told I wasn’t living in the right area. 
When will I be able to claim on-line? 

The service will be available to everyone in England, Scotland and Wales by Summer 2006. 
In the meantime, you can still make a claim by ringing Jobcentre Plus. 

Q: What if I’m not at home when Jobcentre Plus phones me to gather the full details of my 
claim? 

When you complete your e-form for benefit you will be asked to state when it is convenient 
for you to receive a telephone call from Jobcentre Plus. Our officer will contact you at that 
time. If the officer cannot get hold of you at the time you specified, they will try a second 
time. If you still cannot be contacted they will contact you in writing. 

Disability and Carers Service Specific 

Q: Where do I need to send my DS1500 to? 

Following submission of the e-claim you will be directed to a map of Great Britain, as you 
hover over your address area, the relevant office name and address for you to send the form 
to will be displayed. 


	Admin Team Leader: Edward Hunter 

