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Customer Compliance  

Background 

1 The information below aims to provide you with some background information about 
the Customer Compliance approach formally implemented throughout Jobcentre 
Plus in April 2006.  

2 Programme Protection is about getting the right money to the right people at the 
right time, whilst protecting the benefit system from fraud and error. In December 
2004, the Chief Executive of Jobcentre Plus announced plans to transform the way 
we tackle programme protection to deliver more prevention and more efficient 
detection. This meant changes in three strands of the business 

• better risk based controls in Jobcentre Plus business processes and systems 

• tackling customers’ failure to report changes of circumstances on time through a 
new Customer Compliance approach  

• creating a new Fraud Investigation Service (FIS) concentrating on the areas of 
greatest loss 

Customer Compliance  

3 The aim of Customer Compliance is to make sure customers know exactly what 
their responsibilities are, especially reporting changes in their circumstances when 
they happen. Customer Compliance teams will deal with the less serious fraud 
cases and customer error in a faster and more cost-effective fashion. They will 
perform robust customer interviews designed to find and fix incorrectness and 
ensure future customer compliance by getting the customer to sign an undertaking 
to fulfill their responsibilities of reporting changes of circumstance on time. All at a 
lower cost than traditional investigation methods.  

4 A process map has been developed with Jobcentre Plus and Local Authority 
representatives to ensure that Joint Working continues in accordance with the 
Partnership Agreements and avoids Customer Compliance interviews taking place 
when there is an existing LA investigation ongoing.  

An outline of the basic process 

5 Using referrals relating to potential fraud and error, Operational Intelligence Units 
(OIUs) will direct work to Customer Compliance Teams or FIS as required. OIUs will 
sift the information they receive to identify cases requiring fraud investigation and 
cases suitable for Customer Compliance activity. An agreement has also been 
reached nationally to refer six types of Customer Compliance cases to LAs before 
Jobcentre Plus Customer Compliance action takes place. This is to allow LAs the 
opportunity to consider instigating a fraud investigation. The six agreed national 
types are 

• Undeclared property – address not known 

• Other benefits in payment 

• Abroad – having regard to appropriate benefit regulations 

• Boarders in household 



 

• Non-dependant in household, customer in receipt of IS and SDP in payment 

• Not at given address 

6 There is also the facility to discuss and agree this list at a local level through Joint 
Operational Boards and Joint Regional Boards. 

7 The full process map for joint working within the Customer Compliance process will 
form part of the new 2006/07 Fraud Partnership Agreement as the majority of the 
interaction between Jobcentre Plus and LAs will take place in the OIU. The 2006/07 
Fraud Partnership Agreement is expected to be available soon. The process has 
been developed in such a way that each referral will be checked for any notified LA 
investigation before it is considered for Customer Compliance action. Therefore it 
is really important that LAs inform Jobcentre Plus via FPA1/ FPA3 if they are 
carrying out any investigations. This will avoid any Customer Compliance action 
taking place whilst there is an existing LA investigation. 

8 Customer Compliance teams will sit in Jobcentre Plus Jobcentres. Although there 
should not be any direct interaction between the LAs and Customer Compliance, 
there will be an overview of the process inserted into the Administration Service 
Level Agreement and an instruction for Jobcentre Plus to provide a named 
Customer Compliance contact in case the process breaks down or other problems 
occur. 

9 Finally, the process will be reviewed post-implementation to assess its effectiveness 
and address any issues/ problems. 

Queries 

10 if you have any queries regarding this subject, please contact Email: 
Ian.Gibbons@jobcentreplus.gsi.gov.uk  

Identity cards – an update 

11 On Wednesday 29 March, the Identity Cards Bill passed all of its Parliamentary 
stages and received Royal Assent the following day. On 1 April a new agency was 
formed – the Identity and Passport Service (IPS). The Agency will build on the 
foundations of the UK Passport Service (UKPS) to provide passport services and, in 
the future as part of the National Identity Scheme (NIS), identity cards for British 
and Irish nationals and foreign nationals resident in the UK.  

12 In summary the NIS, to be phased in over a number of years, will establish a central 
National Identity Register to link basic personal information including the name and 
address to secure biometrics, such as a computer image of a person’s iris, face or 
fingerprints. 

13 On the current timetable, ID cards will first be issued early 2009. From 2010 people 
will be issued with ID cards when they apply for a passport. It is anticipated that 
most of the population will be registered within the NIS by 2018.  
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14 The timetable for introduction is clearly long, but work is underway to ensure that ID 
cards and the opportunities they will provide can be successfully introduced into 
DWP and LA benefit sections. A DWP project team is continuing to undertake 
detailed policy work with the Home Office. There will also be links between the 
Department and DCLG (Department of Communities and Local Government) who 
have responsibility for introducing ID cards into other LA services. 

15 Formal consultation with LAs will take place through the normal channels of the 
Steering Group, FOG and POG, but regular updates will be given through HB/CTB 
General Bulletins and HB Direct. As policy develops there will be opportunities for 
all LAs to feed into the process. 

Queries 

16 For further details please contact David Lewis, HBSD   
Tel: 020 7712 2377  
Email: David.lewis3@dwp.gsi.gov.uk

E-enabling HB and CTB claims: update 

17 We’d like to thank the 34 authorities who took the time and trouble to respond to our 
proposals to fully ‘e-enable’ HB claims and changes of circumstance and to clarify 
that authorities do not require a signature on claims, as set out in HB/CTB G2/2006.  

18 The survey generated an array of views, ranging from those firmly against the 
proposals to those firmly in favour, with a sizable chunk somewhere in between. 
Here is a representative sample of quotes from authorities. 

Those in favour 

19 “We favour e-enabled forms because 

• They give another alternative and convenient way to claim. 

• They ensure more accurate information, as software prevents claimants from 
giving no answer. 

• Data can be downloaded automatically (instead of manual transfer). 

• It is increasingly accepted signatures are not necessary and does not effect the 
accuracy of declarations or investigation. 

• Positive indication (by a tick) can show claimant’s acknowledgement that their 
statement is true and correct.”  

 “(We) would favour the full e-enabling of claims, including electronic signatures. We 
are introducing innovative new ways of claiming Benefits and would therefore, be in 
favour of removing the need for a signature written manually. 

 We believe that with the modern systems available today that the decision to allow 
full e-enabling will decrease fraud and error as greater ‘automatic’ checks can be 
put in place to check the authenticity of signatures that are electronic. We believe 
that such checks can be done now.” 
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Those with concerns 

20 Concerns included 

• “At present, the early part of any taped Interview Under Caution includes 
establishing that the customer has completed the application form and/or signed 
it. If we were unable to establish they made the application for benefit I would 
suspect it would be extremely difficult to proceed with any investigation or 
enquiry. 

• Whilst I keep an open mind on other forms of identity and methods of linking 
applicant to application I remain doubtful and, at this moment in time, foresee 
difficulties in our area of operation. 

• We need to make sure that the people we give HB to need it and are in fact the 
people they claim to be. 

• Many of our customers do not have ready access to the internet to allow them to 
claim benefit online. 

• If you are not considering allowing electronic proof of circumstances for claims 
then there is little point in allowing an electronic claim or notification of a change 
of circumstances – customer emails that wages have reduced, we reply saying 
"Thanks but will you send your pay slips in the post! 

• The other option is where they phone up and ‘fill out’ the form over the phone 
and they then bring in the proof; in both of these situations the customer either 
has to visit the office or post things in. 

• If we are going to allow people to claim electronically then we must have full 
confidence that the person who has logged on is the person who they claim to 
be, it is too easy to obtain key facts about people that would enable somebody to 
claim to be another person.”  

Conclusion  

21 There was a clear demarcation between benefit processing managers who were 
broadly favourable and fraud managers who had the most concerns. We hope that 
authorities will consider exploring ways of reconciling these views, to deliver more 
modern, efficient services for customers while continuing to reduce fraud and error.  

Next steps 

22 We are consulting benefit and fraud practitioners on the proposals through 
established channels, prior to any final decisions being taken. If it is decided to  
e-enable claims and changes of circumstance, this will only be done on a 
permissive basis, so there will be no obligation on authorities to go down this route. 
Similarly, on the signature requirement, our plans do not extend beyond clarifying 
the current legal position and modifying our guidance. 

23 Authorities will retain the right to decide what is and isn’t an acceptable format for a 
claim and whether a handwritten or electronic signature is needed. Ultimately our 
intention is to allow each authority to organise its claims management activity on a 
basis that best suits them – to enable authorities to retain existing arrangements 
while not holding back those who want to opt for a more electronic route.  

 



 

Queries 

24 For further information please contact Matthew King  
Email: Matthew.King@dwp.gsi.gov.uk

Ending the requirement to return Stats 116 and 123 – the annual 1% 
caseload data sample  

25 It is the intention that within the next two years all HB and CTB data will be collected 
via the HBSD/IAD Scan. Following a review of the progress made so far in the 
delivery of this Scan, and listening to views of both LAs and software suppliers, the 
decision was made to drop the requirement to return the annual 1% data sample 
with immediate effect. 

26 HB/CTB U9/2006 announced the detail of the ending of this requirement. Following 
release of this bulletin a number of queries have been raised. The following 
Questions and Answers aim to clarify the situation. 

Questions and Answers 

Q1 When do I stop returning Stats 116 and 123? 

A1 You will not be asked to provide Stats 116 and 123 for May 2006 or any subsequent 
years. 

Q2 Why are you stopping the collection of these returns? 

A2 DWP recognises that LAs find this data very difficult to collect – it is equally time 
consuming for the department to process. Progress made so far by LAs and 
software suppliers in returning the HBSD/IAD Scan has given us confidence that 
the resources used on these returns are better focused on improving the quality and 
quantity of the scan.  

Q3 What will replace these returns?  

A3 This data will be collected via the HBSD/IAD Scan. 

Q4 If I’m not returning the scan each month do I still need to continue to provide 
Stats 116 and 123? 

A4 No, the requirement to drop these returns applies to all LAs – however, over the 
next few months we will be working with you and your software supplier to address 
issues that are preventing the return of your scan.  

Q5 I send in the HBSD/IAD Scan each month – can I stop returning other clerical 
returns? 

A5 No – you are still required to return the remaining clerical statistical returns. 
However, later this year we will be announcing which LAs are also able to stop 
sending in Stats 121 and 122. This will be based on an assessment of quality and 
regularity of their individual HBSD/IAD Scan returns. 
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Q6 We haven’t been given the usual six-month lead-in time to make these 
changes?  

A6 Indications during consultation were that LAs would welcome this announcement as 
it takes a considerable effort, in terms of resource, to provide these data returns. 
The Department, therefore, took the step to free up this resource at the earliest 
possible opportunity. 

Queries 

27 If you have any queries or require further information please contact Jan Ripley, 
Housing Benefit Data Service  
Email: jan.ripley@dwp.gsi.gov.uk or hbsdiad-scan@dwp.gsi.gov.uk

Customer Management System 

28 Following the introduction of Customer Management System (CMS), Jobcentre Plus 
experienced a considerable increase in delays when handling new claims. In 
seeking to improve on this performance, some adjustments to the claim taking and 
processing procedures are being tested. This activity aims to improve the efficiency 
of the process by making it simpler for customers to understand and for staff to 
undertake. 

29 Since 27 February, these adjustments have been piloted in the North East 
Yorkshire and Humber District, involving the Jobcentres in Scunthorpe, Grimsby, 
Immingham and Barton. Initial customer contact is made through Grimsby Contact 
Centre and claims are processed in Scunthorpe and Grimsby. 

30 On 24 April, the pilot was extended to the Central London District, linked to the 
Pembroke Dock Contact Centre and the Glasgow Benefit Centre. Pilot activity will 
run until September 2006 when results will be analysed and a decision then made 
on national roll out.  

31 At this stage the pilot process affects 10 LAs, all of whom have had opportunity to 
study the new workflow in detail. The impact of the new process upon LAs is not 
significant. It creates a single call process for customers and gives them a free 0800 
number on which to make a claim. In a minority of cases, a clerical form may be 
attached to the LA Input Document to provide additional information relating to, and 
the Input Documents will be issued from a number of centralised processing centres 
which should improve liaison.  

32 Housing Benefit Strategy Division will maintain a monitoring role upon the progress 
of the pilot and, should a wider roll-out take place, we will inform and update 
guidance accordingly.  

Queries 

33 If you have any further queries on this pilot process please contact Colin Heward at 
Email: colin.heward@dwp.gsi.gov.uk
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IT information flow for LAs – update on replacement of the RAT  

34 Preparations for the national roll-out for the replacement of the RATs are well 
underway. The first tranche of LAs is on target for a ‘live’ start date of mid-May. 
Awareness workshops for LAs are now being held and cover all aspects of 
implementation and training, as well as the security and set-up of staff within the 
LA. We have held sessions for LAs scheduled to rollout in May, June and July and 
will be inviting LAs with a rollout date during August to workshops later this month. 
We strongly recommend that LA managers and training staff attend the workshop 
scheduled for your phase of the rollout. 

Electronic transfer of data (ETD)  

35 The new link will allow LA staff to download and view ETD notifications as well as 
permitting them to check details relating to HB/CTB claims. There is complete 
flexibility with the new link, as it will enable authorities to access customer data at 
any time during the day all year round. By the time we go live, we also expect to 
have this same flexibility for downloading ETDs.  

De-commissioning the RATs  

36 Once LAs are using the new link successfully, the ISDN lines used by the RAT will 
be disconnected. This will be scheduled for two weeks after the LA rollout date, and 
the process is due to start early in June. The line will only be removed once all 
functions within CIS, including the downloading of ETDs, are accessible. The RAT 
equipment should be stored securely until arrangements are made to collect it.  

Data collection for non-dependants of HB/CTB claimants  

37 LAs have asked whether they can use Customer Information System (CIS) to 
confirm non-dependant details. We can confirm that LAs have legitimate access to 
this information. You can also access this information via the RAT. DWP has 
recently amended Leaflet GL33 (available on the DWP website or via the DWP 
Publication scheme), with the agreement of the Information Commissioner, which 
states 

 “Local Authorities (LAs) administer housing benefit and council tax benefit  
on behalf of DWP. The law allows DWP to share information about non-dependants 

with LAs for housing benefit or council tax benefit purposes so that they can 
calculate the correct amount of benefit to pay customers.” 

Queries 

38 If you have any queries, please contact Mary Cairns  
Email: Mary.Carns@dwp.gsi.gov.uk  
Tel: 07810 073970 
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Rapid Reclaim 

39 Continuous work to improve the overall benefit service to customers has led 
Ministers to consider current processes for reclaiming benefit. Rapid Reclaim, with 
its intent to return people to benefit quickly after a short spell of work, was 
highlighted as a process that could be developed further. 

40 The Department has challenging targets to reduce poverty, and to help achieve this 
has established active welfare to work policies to help move people off benefits and 
into work. Evidence suggests that claimants can be put off trying out work for fear 
that should the work not last there may be a long delay in reclaiming benefit(s).  

41 To help tackle this problem, in October 2001 the Department introduced ‘Rapid 
Reclaim’ for people returning to Income Support or Jobseekers Allowance. Rapid 
reclaim was extended to Housing and Council Tax Benefit in October 2002.  

42 An initial study by the Department exposed a lack of management information on 
the performance of rapid reclaim. We therefore conducted a mini-survey of LAs to 
establish average processing times. The survey suggested that many authorities 
process rapid reclaim form HBRR1 quickly, but others were taking 2-3 weeks. 

43 In order for us to identify and tackle problems within the process we need to 
develop a better idea of the range of performance across LAs and what, if any, part 
of the process is causing problems. We plan on doing this initially through the 
forthcoming Omnibus Survey. At a later stage we will be exploring longer term 
options for a sustainable stream of information on rapid reclaim performance. 
Jobcentre Plus are also considering their processes within this area. 

44 The next step will be to issue updated detailed guidance to authorities relating to 
the rapid reclaim process in order to take into account new practices and identified 
problems. The guidance should help reduce the disparity of performance and help 
ensure best practice is applied more widely and consistently.  

45 Current guidance can be found at chapter A2.142 of the Housing Benefit and 
Council Tax Benefit Guidance Manual previously issued as HB/CTB Circulars 
A23/2002 and A2/2003. LAs may wish to ensure that staff are familiar with their 
content – the survey suggested that in some authorities rapid reclaim cases weren’t 
very common.  

Queries 

46 For further information about rapid reclaim contact Tara Taggart  
Email: Tara.taggart@dwp.gsi.gov.uk  
Tel: 020 7962 8508 
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Service Level Agreement between The Pension Service and LAs 
(HB/CTB) 

47 As you will be aware, The Pension Service has an obligation with DWP to review 
the above Service Level Agreements at the end of each financial year. Please see 
the attachments 

• Appendix 1: Covering letter to HB Managers 

• Appendix 2: Guidance Handbook 

• Appendix 3: LA Principles document v1 

Queries 

48 If you have any queries concerning any of the appendices, please contact Fiona 
McLeish, The Pension Service HB/CTB Liaison  
Email: Fiona.McLeish1@thepensionservice.gov.uk

Performance Standards self-assessments: guidance 

49 LAs with a Comprehensive Performance Assessment will soon be starting work on 
their self-assessments. Please note that the performance measures guide which 
accompanies the self assessment tool is being amended to help you do an annual 
assessment. It will be on the HBDS website, www.knowledgenetwork.gov.uk/hbds 
by the end of May. 

Queries 

50 For further information email the Performance Standards team  
Email: Performance-Framework@dwp.gsi.gov.uk
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What’s new on the web 

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

Document Type Subject Link 

HB/CTB Circular A8/2006 
 
 
 
 
 

HB/CTB Circular A9/2006 
 
 

HB/CTB Bulletin U8/2006 
 
 
 

HB/CTB Bulletin U9/2006 
 
 
 

HB/CTB Bulletin G4/2006 
 

 
 

 
 

 

 
 
 

 
 

 
 
 

 

Amendments made to the HB 
claims, changes of 
circumstances and calculation 
of eligible weekly rent 
provisions by SI No. 2005/2502 
– frequently asked questions 

EU Rights if Residence 
Directive – changes to the 
Habitual Residence Test 

HB/CTB Take-up Project 
Cessation of Outbound Calling 
Exercise 
 

Stats 116/123 MIS: Ending the 
requirement to return 
 
 

Temporary absence – period of 
notice 

Allocating National Insurance 
Numbers 

Tax Credit email link – the West 
Dorset experience 

Tactical e-Services 

IT Information Flow for LAs – 
update on replacement of the 
RAT (CIS) 

Customer Management System 
– legislative changes April 2006 

Changes to Jobcentre Plus 
contact for SSFA Authorised 
Officers 

HB/CTB Take Up Project 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a8-2006.pdf 
 
 
 
 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a9-2006.pdf 
 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/u8-2006-
27march.pdf

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/u9-2006-
4april.pdf

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/g4-2006.pdf 
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HB/CTB Circulars issued this month 

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

• Circular A9/2006 

• Circular A8/2006 

Other publications issued this month 

53 The following publications have also been issued this month 

• HB Direct Issue 53 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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 
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