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Amendments to the HB/CTB Overpayments regulations 

1 A number of amendments are needed to the HB and CTB overpayments 
regulations to ensure a uniform approach to decision-making in this area. Some of 
these are minor, merely amending the terminology in order to clarify the original 
policy intention and some are needed due to other policy initiatives, such as the 
abolition of benefit periods for HB/CTB and the EU-Switzerland Agreement.  

2 The amendments that will probably interest you most are those involving HB 
regulation 101, the ‘decision of whom to recover from’. The original policy intention 
was that each overpayment should be looked at on its own merits, and the decision of 
whom to recover from should be based on who misrepresented or failed to disclose 
information, so as to actually cause the overpayment. We propose to change the 
regulations to make this the chief consideration. This will mean that that if this is not 
taken into account, the landlord or customer will have a right of appeal. 

3 HB regulation 101 also includes a set of criteria that, if satisfied, exclude the landlord 
from recovery of an overpayment 
• 

• 
 they must report a suspected overpayment in writing to the LA, and  

must not have colluded or contributed to the overpayment in any way 

4 The policy intention was to encourage landlords to report suspected fraud, such as 
customers working while claiming, or cohabiting. Some landlords have found a 
loophole and are using this legislation to avoid paying back overpayments due to 
customers changing address. We propose to amend the criteria list for 
circumstances that must be satisfied for an HB overpayment not to be recovered 
from the landlord, so that overpayments caused by a customer moving address are 
not included.   

5 The amendments will mean that overpayments caused by a change to the 
claimant’s personal circumstances, which the landlord could not possibly know 
about, will be recoverable from the customer. Overpayments caused by a customer 
moving address and the landlord continuing to receive the HB, will be recoverable 
from the customer or landlord, although in the majority of cases it will probably be 
from the landlord. These changes will help in the fight against fraud and error, 
giving customers an incentive to not commit fraud and to report changes of 
circumstances. It will also help to build better relationships with landlords and will 
make the recovery process a fairer system, penalising those at fault. 

6 Formal consultation with your associations will commence in July. 

Queries 

7 If you have any queries on the above subject, please contact Jane Autherson 

 Email: Jane.Autherson@dwp.gsi.gov.uk 

 



Housing Benefit Computer System (Front end) Replacement Project 

Background 

8 The current Housing Benefit Computer System (HBCS) no longer meets the 
business requirements of the department’s Financial Services Division (FSD) and 
the Local Authorities (LA), and is causing operational difficulties for many of the 
parties involved. Both FSD, and particularly those LAs which have reverted back to 
a clerical process, see a replacement of the existing system as essential.  

Purpose of the HBCS project  

9 The aim of the HBCS project is to replace the data collection and processing 
functions provided by the current HBCS, which is currently used by our Finance 
Housing Benefit Team to administer the subsidy claims received from you.  

10 The project will address the problems encountered with the present system primarily due to 
the following 

• 

• 

• 
• 
• 
• 

• 

• 

• 

• 

• 

• 

• 

• 

Non-Digital Office Infrastructure (DOI) compliant systems, within the DWP 
environment 
unsupported software (Windows v3.11 and Access v2.00) causing incompatibility 
problems in the collection of data from LAs 
at least 60-70 LAs are using hard copy forms, many for the above reason 
ongoing problems with the CopyBox system used for copying disks 
out-dated method of data collection (floppy disks) 
due to the defects and uncertainties of the system it has not been practicable to 
incorporate additional forms into the systems 

11 The project will also provide 
scope for improved and speedier monitoring 

scope for improvement in claims submission 

opportunity to improve administration/control of claims 

improved/speedier communications between DWP/LAs  
improved service to LAs 

control 
management checking, monitoring of performance and/or controls 

provision and use of management information. 

Request for volunteers  

12 We are currently in the process of documenting the end-to-end process and 
gathering requirements.  We are looking for volunteers who are experienced in the 
completion of the subsidy claims, who would be interested in joining a User Group.  
It is envisaged the representatives of the User Group would have input to, review 
and approve documentation throughout the project lifecycle.  This may include 
reviewing requirements documentation, attending supplier workshops to approve 
screen design, and participating in testing.   

 



Further information  

13 If you would like to join the User Group, require further information on the HBCS 
project, or would like to become a stakeholder please contact either 

Kath Corrigan, Project Manager  
Tel: 01253 333089 or email: Kathryn.Corrigan@dwp.gsi.gov.uk 

or 

Julie Williams, HBCS Communications Manager  
Tel: 01253 333965 or email: Julie.Williams3@dwp.gsi.gov.uk 

Replacing RATs  

14 We had hoped to demonstrate the new screens available post RATs by giving 
access to the standard enquiry facility (SEF) demo, and in the July edition of HB 
Direct we told you that you will be able to access the SEF demo via the Housing 
Benefit website.  

15 Unfortunately, we have now been advised by our colleagues responsible for the 
maintenance of the website that this is not feasible. The SEF demo will be included 
in the new training package. 

Queries 

16 For further information please contact Ann Chamberlain    
Email: ann.chamberlain@dwp.gsi.gov.uk 

HB/CTB Security Manual 

17 The HB/CTB Security Manual has been revised to incorporate the content of 
HB/CTB Circulars published during 2004/05. In addition, it contains guidance on the 
application of Section 1 (1A) and 1 (1B) of the Social Security Administration Act 
1992. We have also taken the opportunity to clarify certain sections of the manual 
that have been the subject of enquiries during 2004/05.  

18 HB/CTB claims must be verified in accordance with the 2005 edition of the Manual 
however you may wish to retain a copy of the 2004 edition for reference purposes 
only. We have consulted your associations about the revisions. 

Distribution 

19 You should have received two hard copies of the HB/CTB Security Manual Amdt 1 
at the end of June to replace the edition issued in July 2004. If you have not 
received copies of the revised manual please contact Maxine Leyland of the  
SAFE-VF Team   
Email: Maxine.Leyland@dwp.gsi.gov.uk 
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20 Our publishers, Corporate Document Services (CDS) have also recently issued 
copies of the Security Manual by email to contact points on the circulation lists for 
HB/CTB Circulars in the Adjudication and Fraud series. A significant number were 
undeliverable because the original email contacts had either left the authority or 
changed contact addresses. Maxine Leyland has written to a number of you 
suggesting that you contact CDS with correct contact details. If you did not receive 
an emailed copy of the manual, or a letter from Maxine, please contacts CDS at 
orderline@cds.co.uk and provide new email contact details. 

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

21 In issue 38 of HB Direct we asked for volunteers for a BPR/WATCH2 LA User 
Group. BPR/WATCH2 is a wide-ranging Programme but the main focus of this User 
Group will be the replacement of CMS and the Fraud Referral and Intervention 
Management System (FRAIMS). Thanks to those of you who have volunteered to 
be part of this group – we are in the process of arranging an inaugural meeting and 
will be in touch shortly. 

22 We are already working closely with the BPR/WATCH2 Programme and moving 
forward to the detailed requirements stage. As with the development of the 
Customer Management System (CMS), we feel that it is important to involve you at 
the development stage. To ensure that we have adequate representation we are 
looking for additional volunteers, particularly from the following areas 

East of England 

Northwest of England 

East Midlands 

West Midlands 

23 Volunteers will need a good understanding of HB/CTB processing and it would be 
helpful, though not essential, to have a working knowledge of CMS. Participation 
will probably involve around one day every 2-3 months for attending a meeting, 
along with providing advice and views to HBSD and reviewing documentation as 
necessary to ensure that what is being developed meets your requirements. You 
will also be expected to canvass other authorities for their views, as appropriate. 

24 Additional volunteers should contact Janet Croll by 29 July 2005.  
Email: Janet.Croll@dwp.gsi.gov.uk 
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• 
• 

• 

• 

Service Level Agreements 

Introduction 

25 This information has been issued in addition to HB/CTB Bulletin G4/2005 and is the 
means of distributing the SLAs that were unavailable when the initial bulletin was 
produced.  The agreements attached set out the minimum standards of liaison and 
benefit administration for HB and CTB introduced between LAs and 

The Rent Service, and  
Debt Management 

26 It is imperative to note that there will be no dispensation given to LAs due to the 
delay in publication of the Welsh Rent Service Memorandum of Understanding.  
The expectation is that the old model should continue to be used in the interim 
period.  If this process has not been followed then it is advised that negotiations 
with local Rent Services using the new model should be started as soon as 
possible. 

27 The above statement also applies to the Scottish Rent Service and their Service 
Level Agreement which will be despatched shortly. 

28 Please find attached 
Appendix A: Partnership Agreement between Debt Management and Local 
Authorities (Housing Benefit/Council Tax Benefit) 2005/06 
Appendix B: Memorandum of understanding between The Rent Service and 
Local Authorities (Housing Benefit/Council Tax Benefit) 2005/06 (Welsh Version) 

29 The SLA for the Appeals Service has not been attached to this bulletin as work is 
continuing to finalise this SLA.  We hope to be in a position to circulate this as soon 
as possible.  In the meantime, please seek further clarification from HB/CTB Urgent 
Bulletin U6/2005. 

Next Steps 

30 The SLAs attached set out the baseline expectations and obligations for both sides 
and LAs should feel free to build on these agreements with their partners to ensure 
that local needs are reflected.     

31 If you have any queries about the above, please contact Tara Taggart  
Email: Tara.Taggart@dwp.gsi.gov.uk  
Tel: 020 7962 8508  



 

• 
• 

HB/CTB Take Up Project 

32 The HB/CTB take up project was set up in May 2005 to tackle the under-claiming of 
HB and CTB by existing Pension Credit customers and to increase take up rates for 
new Pension Credit customers.  

33 Currently where pensioners make an application for Pension Credit over the 
application line, householders are invited to claim HB and/or CTB. If they do wish to 
claim a blank 26 page form is sent to them to complete. Many of the questions 
included are identical to those that the pensioner answered earlier for Pension 
Credit. The difficulty in completing this lengthy form contrasts sharply with the ease 
of simply checking and signing the pre-populated Pension Credit form.  

34 In addition, both the Pension Credit form and the HB/CTB form require the 
pensioner to send in documents for verification purposes – often the same 
documentation is required by both The Pension Service (TPS) and the Local 
Authority (LA). This builds in an inherent delay in the customer sending off their 
HB/CTB claim form and adds complexity to the system. 

35 The Chancellor has announced that Age-Related Payments will be made this year. 
Households containing a person aged 70 or over in receipt of Pension Credit 
guarantee credit will receive £50 towards living expenses. Most other households 
containing a person aged 65 or over who do not receive Pension Credit guarantee 
credit will receive up to £200 towards Council Tax bills. The payment will be made 
with Winter Fuel Payments.  

36 The HB/CTB take up project has two phases dealing with 
Existing Pension Credit recipients, and 
New Pension Credit customers 

Existing Pension Credit recipients 

37 All existing Pension Credit recipients who are householders, not in receipt of 
HB/CTB, but who may be eligible will be contacted by TPS during September 2005 
– March 2006 and invited to claim HB/CTB using a simplified claims process. 

38 The contact will be made by telephone if a telephone number is available. The 
customer will be taken through a script to determine eligibility, and information will 
be taken which will enable a 3 page HB/CTB claim form to be completed. This form 
will be sent to the customer for them to check, sign and date prior to returning it to 
their Local Authority. If a customer is not contactable by telephone, a visit will be 
arranged by The Pension Service Local Service to obtain completion of the three 
page claim form. 

39 There will be three supplementary forms to be used in cases where a customer has 
children, non-dependants or lives in privately rented accommodation. 

40 Pension Service Local Service staff will be able to use the shortened version of the 
HB/CTB form when completing Pension Credit applications with customers from 
September 2005. 



 

41 The Prototype will be undertaken by staff at Nottingham Pension Centre. 12 
volunteer LAs will take part in the Prototype. 

42 There will be a prototype exercise undertaken from 11 July 2005 to 31 August 2005 
to enable the project to confirm timings, volumes and identify any areas for 
improvement prior to the September to March exercise.  

43 Prior to the prototype exercise a scan will be run by MIDAS to identify 50,000 
Pension Credit customers who are not currently receiving HB or CTB. Wherever 
possible the scan will exclude customers who have no liability to pay HB or CTB. 
Pension Credit Front End (PCFE) data will be used to further exclude potential non-
householders.  

44 Priority will be given to contacting those Pension Credit recipients who are in receipt 
of the guarantee credit who will be excluded from receiving the Age Related 
Payment of £200.  

New Pension Credit customers 

45 From December 2005 if a pensioner makes an application for Pension Credit via 
the application line and answers ‘Yes’ to whether they would like to claim HB/CTB, 
they will be asked additional questions to enable a shortened three page claim form 
to be completed by the operator. The completed form will then be sent to the 
pensioner who will only have to check, sign and date it before sending it to their 
local authority. Additionally the pensioner will only need to supply verification of their 
income to DWP.  

46 Blank supplementary forms will be issued to the customer for completion if there are 
children, non dependants in the household or if the customer lives in privately 
rented accommodation.  

47 From July 2006 as part of the Pensions Transformation Programme this enhanced 
claims process will also include State Pension.  

48 If you have any queries about the above, please contact Jane Mapp  
Email: Jane.Mapp@dwp.gsi.gov.uk  
 

 

 

 



 

What’s new on the web 

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

Document Type Subject Link 

Local Housing Allowance 
leaflet - LHA18 

LHA – Rights and 
Responsibilities 

http://www.dwp.gov.uk/housing

benefit/lha/factsheets/lha18.pdf 

Local Housing Allowance 
leaflet - LHA19 

LHA – Reviews and Appeals http://www.dwp.gov.uk/housing

benefit/lha/factsheets/lha19.pdf 

HB/CTB Security Manual Amendment 1 to the HB/CTB 
Security Manual 

http://www.dwp.gov.uk/publicati

ons/dwp/2004/hbct/security_ma

nual.pdf 

HB Direct - Issue 43 Newsletter http://www.dwp.gov.uk/housing

benefit/news/newsletter/2005/is

sue43_jul_2005.pdf 

HB/CTB Bulletin U6/2005 Service Level Agreement 
with the Appeals Service 

http://www.dwp.gov.uk/housing

benefit/news/newsletter/bulletin

s/2005/u6-2005-07-july.pdf 

HB/CTB Bulletin U5/2005 Security Against Fraud and 
Error – Subsidy claims 

http://www.dwp.gov.uk/housing

benefit/news/newsletter/bulletin

s/2005/u5-2005-31-may.pdf 

HB/CTB Circulars issued this month 

50 No HB/CTB Circulars have been issued this month. 

Other publications issued this month 

51 The following publications have also been issued this month 
• 
• 
• 

• 

HB Direct Issue 43 July 2005 
Bulletin U6/2005 
Bulletin U5/2005  

Publications due next month 

52 The following publications are due to be delivered  
HB/CTB Guidance Manual – Amendment 7 

http://www.dwp.gov.uk/housingbenefit/lha/factsheets/lha18.pdf
http://www.dwp.gov.uk/housingbenefit/lha/factsheets/lha18.pdf
http://www.dwp.gov.uk/housingbenefit/lha/factsheets/lha19.pdf
http://www.dwp.gov.uk/housingbenefit/lha/factsheets/lha19.pdf
http://www.dwp.gov.uk/publications/dwp/2004/hbct/security_manual.pdf
http://www.dwp.gov.uk/publications/dwp/2004/hbct/security_manual.pdf
http://www.dwp.gov.uk/publications/dwp/2004/hbct/security_manual.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/2005/issue43_jul_2005.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/2005/issue43_jul_2005.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/2005/issue43_jul_2005.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u6-2005-07-july.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u6-2005-07-july.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u6-2005-07-july.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u5-2005-31-may.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u5-2005-31-may.pdf
http://www.dwp.gov.uk/housingbenefit/news/newsletter/bulletins/2005/u5-2005-31-may.pdf


 

• 
• 

Distribution queries 

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 

mailto:orderline@cds.co.uk

