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2004/05 Housing/Council Tax Benefit Subsidy Guidance Manual 

1 The subsidy claim form guidance for 2004/05 will be issued as a formal manual in 
binder format rather than under cover of an HB/CTB Circular as in recent years. This 
change in format will make it easier to access and maintain the guidance and will 
make individual sections easier to identify. The Manual will be issued in December 
2004 and will take its place with other Departmental guidance, e.g. the HB Guidance 
Manual. 

2 Amended pages/sections will be issued each year as appropriate to ensure that the 
information is kept up-to-date for future years' claims. 

3 The Manual and all subsequent amendments will be issued to the Benefits Manager 
within each LA.  

Queries 

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

 Michael.Mina@dwp.gsi.gov.uk 

Secondment opportunities 

HB policy team  

5 We are looking for a secondee from a LA to join us in the HB policy team at the 
Adelphi in London for six months as our current secondee is returning to his LA after 
‘a very interesting and enjoyable time’. The secondment will involve dealing with 
queries from LAs on specific areas of HB and CTB, providing detailed guidance and 
advice. It also offers the opportunity to see the way policy develops and the 
processes involved in amending the HB/CTB regulations. This includes drafting 
submissions to ministers and the HB/CTB circular. The post therefore offers a real 
opportunity for development and we’ll try to tailor the post to suit your interests and 
experience. Please note that, although we cannot pay accommodation expenses, 
we may be able to pay reasonable travel expenses.  

Queries 

6 If you are interested or would like more information, please contact  

 Gail Knowles  
Tel: 020 7962 8295  

 Gail.Knowles@dwp.gsi.gov.uk.  

IT information flows for LAs Project  

7 The IT Information flows for LAs Project has been set up in Housing Support 
 Division to identify a replacement for the Remote Access Terminals (RATs) and 
 Electronic Transfer of Data. 



 

8 The project is working to tight timescales, with the aim of running a pilot exercise by 
 the middle of 2005 and beginning the roll out process towards the end of the 2005. 

9 The project team, based in Leeds, require a number people at team member level 
 who have experience of using RATS or knowledge of HB processing to help with the 
 design and development of the replacement system.  

Queries 

10 If you are interested or would like more information, please contact 

Wayne Norfolk 
IT Information Flows For LAs Project 
Room GS25 
Quarry House 
Leeds 
LS2 7AU 

11 The period of secondment, to start as soon as possible, could be up to 12 months 
(and may be on a part time basis). Applications from the Leeds area are particularly 
welcome.  

12 For further information please contact 

 Jo Wood  0113 2327634 
Chris Charlton 0113 2519049 

How to get backdated HB/CTB Circulars  

13 All HB/CTB Circulars in the ‘A’ and ‘S’ series can be found on the DWP website at 

 http://www.dwp.gov.uk/hbctb/index.asp  

14 This includes archived circulars from previous years. 15 Circulars in the ‘F’ series 
 are not available on the website. To get previous issues, please email Tony Oldman 
 at 

 Tony.Oldman@dwp.gsi.gov.uk  

16 Hard copies of circulars are not available from our publishers, Corporate Document 
Services. 



 

Pension Credit campaigning – The Current Phase 

Revisit Phase 

17 The Re-visit Phase of the Pension Credit campaign has been designed to build 
upon the success of the main Take-on Phase which ran from October 2003 to April 
2004, and to meet the significant challenge of persuading those pensioners still to 
take up their entitlement to do so. 

18 All of these pensioners can be classed as ‘Hard to Persuade’ and can be expected 
to have a range of barriers which need to be overcome. This phase of the campaign 
moves the focus of activity from contacting everyone, to targeting those we believe 
have unclaimed entitlement.  

Re-visit Phase national marketing  

19 The Re-visit Phase national marketing campaign contains three key elements 
• television advertising – A series of new adverts designed to continue to build 

awareness of Pension Credit and also to tackle barriers which are preventing 
pensioners from applying 

• press advertising – A series of new adverts delivering more detailed information 
and case study examples to encourage applications and overcome barriers. An 
increased level of local advertising and use of advertorial coverage is planned in 
areas where take up is lower 

• direct mailing programme – New direct mail products targeting around two 
million claimants with more direct messages, linked to the type and size of 
Pension Credit award. This will include case studies, focused on the barriers 
faced by the different customer groups 

20 This national marketing activity is underpinned by a customer contact strategy, 
which targets a sequence of contacts at the two million most eligible pensioner 
households we have identified for Revisit Phase (see data matching below).  

Data matching 

21 We have taken all of the information we hold about pensioners from computer 
systems across DWP, to help us to identify those pensioners who are most likely to 
be eligible for Pension Credit. We have also taken non-personal information from 
the private sector indicating postcode affluence, and information from authorities 
about customers in receipt of HB and/or CTB. 

22 We have used all of this information to build a profile for each pensioner household 
and to identify the two million most likely to be entitled to Pension Credit. The data 
provided to MIDAS forms a key element of our data matching capability as there is a 
close relationship between entitlement to HB/CTB and entitlement to Pension Credit.  

23 As a result of this close relationship, all customers we know to be in receipt of HB or 
CTB, are included in the two million households we are contacting during Re-visit 
Phase.  

 



 

24 It is important to recognise that the accuracy of our targeting is heavily dependent 
on the quality and timeliness of the data that MIDAS receive from you. It is fair to 
say that there is considerable variance between LAs in the data provided in this area 
and we could significantly enhance the targeting and effectiveness of our claimant 
contacts with a more up to date dataset. 

25 Our contact strategy for Re-visit Phase involves all two million households receiving 
at least one tailored direct mail product, and if they fail to respond they will receive a 
telephone call from our Pension Credit Application Line (PCAL), and/or a direct 
contact from our Local Service staff.  

Local campaigning 

26 Local Service staff in conjunction with their partners, have a key role to play in 
contacting those pensioners referred to them from the contact strategy and 
persuading them to take up any entitlement to Pension Credit. This work is 
absolutely critical to the success of the campaign and we have just begun issuing 
lists of customers for local service staff to contact. 

27 Convincing these customers to consider and apply for Pension Credit will be the key 
Local Service outbound priority over the coming months. 

28 Local Service also hold information about areas where levels of take up are 
relatively high or relatively low and they will continue to work with local partner 
organisations to plan and support local campaign activity accordingly.  

Queries 

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

 Jim Boyd  
Pension Service HB/CTB Liaison  
5th Floor  
3 Atlantic Quay Glasgow  
G2 8LW 
Tel 0141 245 6945  

 Jim.Boyd@thepensionservice.gsi.gov.uk 



 

Royal Mail "Do Not Redirect" and the "Call and Collect" Service 

30 This guidance relates to the Royal Mail “Do Not Redirect” scheme and supplements 
that found in circular HB/CTB F7/2004 and Part E of the Housing Benefit and 
Council Tax Benefit Security Manual. 

31 The Royal Mail "Do Not Redirect" service requires Royal Mail to return to the LA any 
clearly marked postal item which would otherwise be re-directed. The legislation 
defines the term 're-directed' as a postal packet that would be delivered to an 
address other than that indicated by the sender on the packet. 

32 The Royal Mail has recently introduced a new service called "Call and Collect". This 
is a free service, which allows customers to apply in advance to collect their mail 
from 8.30am onwards from their local delivery office. This service could potentially 
conflict with the aims of the "Do Not Redirect" scheme by allowing HB or CTB 
customers to collect items of post directly from the delivery office rather than from 
the indicated delivery address. DWP has reached an agreement with Royal Mail 
whereby application to the "Call and Collect" service is treated in the same way as a 
postal redirection for the purposes of the "Do Not Redirect" scheme. This change 
takes effect from 25th October 2004 and means that any item of "Do Not Redirect" 
mail, which would be otherwise collected by the addressee (or their nominee), will 
be identified in the postal system and returned to the LA. 

Queries 

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

 Adrian Pateman 
Housing Benefit Security Division 
Tel: 0207 962 8504 

 
E-mail: adrian.pateman@dwp.gsi.gov.uk 

What’s new on the web 

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

Document Type Subject Link 

Frequently Asked Questions 
- SAFE Schemes 

 

Fraud and Error http://www.dwp.gov.uk/housi
ngbenefit/secure/docs2004/s
afe-faq-14sep04.pdf 

Awards made from the 
Performance Standards 
Fund to date 

 

Standards Fund http://www.dwp.gov.uk/housi
ngbenefit/performance-
standards/home.asp 

 

HB/CTB circular A28/2004 
 

Reinstatement of Deficiency 
Notices Project 

http://www.dwp.gov.uk/hbctb/
circulars/2004/a28-2004.pdf 



 

Document Type Subject Link 

HB/CTB circular A29/2004 

 

The Housing Benefit and 
Council Tax Benefit 
regulations 

http://www.dwp.gov.uk/hbctb/
circulars/2004/a29-2004.pdf 
 

HB/CTB circular A30/2004 

 

Various 
http://www.dwp.gov.uk/hbctb/
circulars/2004/a30-2004.pdf 
 

HB/CTB circular A31/2004 
(Revised) 

 

Abolition of Benefit periods 
http://www.dwp.gov.uk/hbctb/
circulars/2004/a31-
2004rev.pdf 
 

HB/CTB F10/2004:  

 

Changes to VF and SAFE 
payments from April 2005 

http://www.dwp.gov.uk/housi
ngbenefit/secure/docs2004/f
10-2004.pdf 
 

Fraud and Error in Housing 
Benefit April 2002 to 
September 2003 

 

Fraud and Error http://www.dwp.gov.uk/housi
ngbenefit/secure/docs2004/h
br_report_aug04.pdf 
 

Article based on Chris Pond 
speech to the IRRV’s Benefit 
Fraud Conference in  

15 July 2004. 

 

IRRV Benefit Fraud 
Conference 

http://www.dwp.gov.uk/housi
ngbenefit/minutes/speeches/
15_07_04.asp 
 

Local Authority Support 
Team LA RAT Bulletin 05/04 

Equipment Checks for fault 
reporting 

http://www.dwp.gov.uk/housi
ngbenefit/remote/2004/0504
_equipment_checks.pdf 
 

HB/CTB Security Manual 

 

Fraud and Error 
http://www.dwp.gov.uk/public
ations/dwp/2004/hbct/securit
y_manual.pdf 
 

Bulletin HB/CTB U6/2004 

 

Pension Service Operations http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/u6_bulletin_sep_2004.
pdf 

Bulletin HB/CTB U7/2004 Temporary absence in CTB 
claims 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/u7_bulletin_oct_2004.
pdf 

moredirect - September 2004 Various http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/m
oredirect_sept_2004.pdf 

Housing Benefit Direct - 
issue 34 

 

Various http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/is
sue34_oct_2004.pdf 



 

HB/CTB Circulars issued this month 

35 The following HB/CTB Circulars have been issued this month 
• Circular A31/2004  
• Circular A30/2004  
• Circular F10/2004  

Other publications issued this month 

36 The following publications have also been issued this month 
• HB Direct issue 34 
• moredirect 
• HB/CTB Urgent Information Bulletin U7/2004 
• HB/CTB Urgent Information Bulletin U6/2004 
• Local Housing Allowance Evaluation 1 
• Local Housing Allowance Evaluation 2 
• Local Housing Allowance Evaluation 3 
• Local Housing Allowance Evaluation 4 

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 

 


