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HB/CTB Take Up Project closure 

1 The HB/CTB Take Up Project will close on 12/9/06. The project would like to thank 
all Local Authorities (LAs) for their assistance, particularly to those who have been 
involved since the prototype stage in July 2005. With your help and support the 
project successfully achieved its objectives – to increase HB/CTB take-up by 
existing Pension Credit customers and to introduce a new 3-page HB/CTB claim 
form.  

2 LAs and The Pension Service have worked in partnership to make a real difference 
to pensioners in terms of customer service and take-up of HB/CTB. LAs and DWP 
joint teams have also worked together to offer home visits to customers that could 
not be contacted by telephone or customers that experienced communication 
difficulties. 

3 Since 5 December 2005, customers have been able to claim HB/CTB by telephone 
at the same time as applying for Pension Credit. As a result of the Outbound Calling 
Exercise, we are now paying out £650,000 weekly in additional Housing 
Benefit/Council Tax Benefit.  

4 Furthermore, since the end of July 2006, customers who ring The Pension Service 
to claim their State Retirement Pension can also claim HB/CTB and apply for 
Pension Credit at the same time.  

5 All on-going project responsibilities will be handed over to Jim Boyd and Fiona 
McLeish (The Pension Service HB/CTB Liaison Team).  

Contact details 

6 Contact details are  
James Boyd:  Email: James.Boyd@thepensionservice.gsi.gov.uk   
   Tel: 0141 245 6945 

 Fiona McLeish Email: Fiona.McLeish1@thepensionservice.gsi.gov.uk   
   Tel: 0141 245 6946 

 

Contact details for subject areas within HB/CTB 

7 Contact details for the various subject areas within HB/CTB are provided at 
Appendix 1 to this circular.  

Housing Benefit – frequently asked questions 

8 Within HB Strategy Division we have identified that we produce replies to queries of 
a similar content on a regular basis. To help tackle this we intend to re-fresh the 
Housing Benefit policy information on the FAQ section of the DWP website.  
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9 The website will be updated on a regular basis to incorporate changes and will also 
be used to relay a selection of information from General and Urgent Bulletins that 
you may find helpful in your day to day work. 

10 To start this process we need to identify which policy areas you would most like us 
to clarify. You can post your suggestions and questions to the following email 
address HB-Policy-FAQ@dwp.gsi.gov.uk

11 As you can appreciate, we will not be able to publish an answer to every question 
on every subject, but we'll analyse the requests to identify the most common topics 
and try to provide answers based on the queries raised. We will then publish 
generic replies to these questions on the FAQ area of the website. 

12 The usual communication channels will still be available for you to email individual 
queries but we hope that as the FAQ site is developed it will eventually become 
your first port of call for clarification. 

Queries 

13 If you have any further queries please contact Tara.Taggart@dwp.gsi.gov.uk

Review of the Business Partnership Agreement between 
HM Revenue and Customs and LAs 

14 Her Majesty’s Revenue and Customs (HMRC) are currently conducting a full 
Enhancement Review of the current Business Partnership Agreement (BPA) 
between HMRC and LAs. It is anticipated that this should be completed within the 
next three to four months. The Review will ensure that appropriate measurements 
and monitoring are in place, in order that any issues that would negatively impact 
on either party’s ability to deliver a service can be quickly identified and escalated. 
The Review will also ensure that the services provided still meet customer and 
business needs.  

15 The first part of the Enhancement Review of the BPA is the fact finding stage, and 
HMRC are keen to get views and ideas on how the service between HMRC and 
LAs can be improved, and also to know of any problems which are currently being 
experienced. 

16 The Business Partnership Management Team in HMRC can be contacted at the 
following e-mail address: anne.shipton@hmrc.gsi.gov.uk

Housing Benefit Operational Database 

17 Further to the article in HB Direct August 2006, I would like to take this opportunity 
to explain a bit more about the new exciting tool, Housing Benefit Operational 
Database (HoBOD). This database can be accessed using the following weblink 
http://www.dwp.gov.uk/asd/hobod  
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18 Previously there was very little HB administration data available to LAs and the 
public. Also, LAs have very little idea of what information they send to DWP and 
what it is used for. Therefore, HoBOD was developed to: 

• make HB administrative data available to LAs and the public to allow 
transparency of authority services 

• incorporate HB statistics into mainstream publication of benefits administration 
data by DWP 

• feedback information sent to DWP by LAs and to encourage them to work with 
DWP to continuously improve the quality of administrative data 

19 The data in HoBOD is taken from Management Information Statistics (MIS) returns 
made by LAs to DWP and represents authorities’ reported performance. A range of 
information can be viewed, for example 

• the 19 Performance Measures  

• reviews data 

• overpayment information 

20 It should be noted that the revised overpayments indicators have only been in place 
since April 2005, so this should be taken into account when viewing the data. Over 
time they will become a meaningful measure of overpayments recovery activity. 

21 We are keen to work with LAs to ensure the validity and consistency of the data 
submitted, therefore if you find any inaccuracies or you have any ideas about the 
contents of the database please contact us via email at  
iad.hobod@dwp.gsi.gov.uk

Institute of Revenues, Rating and Valuation 

22 The Institute of Revenues, Rating and Valuation (IRRV) has introduced new, 
competence-based qualifications in Housing and Council Tax Benefits on the 
National and Scottish Vocational Qualifications (N/SVQs). Success in the 
qualification is rewarded with the IRRV Technician Certificate and the N/SVQ in 
Housing and Council Tax Benefits, Level 3. Unit certification is available for 
success in single or groups of units. The qualifications have been formally approved 
by the Qualifications and Curriculum Authority (QCA) and the Scottish Curriculum 
Authority (SCA). The content of the qualification is as follows 

 N/SVQs in Housing and Council Tax Benefits  
• Evaluate Benefit claims 

• Calculate Benefits and Arrange Payments  

• Maintain and Monitor Claimant Records  

23 There is also a selection of optional units to choose from including  

• Customer Service 

• Administration, and  

• Health & Safety 
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24 If you would like to set up an N/SVQ assessment centre or would like to be put in 
touch with occupationally competent and qualified N/SVQ assessors then contact 
Lindsay Frankland at the IRRV. 

Contact details 

25 For more information contact Lindsay Frankland  
Email: lindsay.frankland@irrv.org.uk    
Tel: 020 7691 8981 

Performance Standards Fund: Maximum allocation 
reached 

26 The Performance Standards Fund has been a great success and has helped more 
than 370 LAs to introduce improvements in their HB/CTB administration, ranging 
from replacement IT systems and the introduction of new technology such as 
mobile working, to the recruitment of new assessment staff and training officers. 

27 As you may remember the fund originally ran for three years but was extended for a 
fourth year to enable LAs to deliver all their projects by the end of March 2007. We 
have now reached the point of allocating as much funding as we can realistically 
spend by the end of this financial year. This means we can no longer accept ANY 
new funding applications or requests for additional funding.  

28 We will continue to monitor and chase up progress on all projects due for delivery 
on or before 31 March 2007. If you decide not to proceed with your project it is vital 
that you let us know immediately. 

Queries 

29 For all Performance Standards Fund queries, please contact us at:  
Email: housing-support-standards@DWP.gsi.gov.uk  
Tel: 020 7962 8080; 020 7712 2455 

Performance Measure 16 (PM16): Number of successful 
sanctions per 1000 caseload 

30 PM 16 is calculated using information collected by LAs on Stats 124. The number of 
successful sanctions is the total annual figure for items 33, 34 and 36. 

31 From April 2006, the HB/CTB MIS Guide 2006/07 states that only cautions, 
administrative penalties and prosecutions relating to claimants should be counted. 

32 However following discussion at the Fraud Operations Group (FOG) it has been 
agreed that cautions, administrative penalties and prosecutions relating to landlords 
and colluding employers should also be counted. (Please note that an 
administrative penalty cannot be offered to a landlord because only claimants and 
colluding employers are specified in the Social Security Fraud Act 2001). 
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33 To ensure uniformity the count at item 35 of Stats 124 (Number of cases accepted 
for prosecution) should also include cases involving landlords and colluding 
employers.  

34 The MIS guide will be corrected at the next amendment.  

Queries 

35 If you require clarification or further information about this item please contact   
Email: Safe-VF@dwp.gsi.gov.uk  

How to book PINS training 

36 HB/CTB Circular F1/2006 announced that HB Strategy Division have taken over 
responsibility from Jobcentre Plus for counter-fraud training for LAs. 

37 If you need any PINS Foundation Training, please contact Maxine Dunne on  
Tel: 020 8268 4240. You do not need to resubmit the names of delegates already 
nominated. 

38 If you have nominated staff for training and are waiting for them to start, please 
contact your local DWP Learning and Development (L&D) Consultant, who will be 
able to advise you when the training will commence. 

L&D contacts 

39 L&D contacts are  

• Scotland  Allan Wernham  07769 935950 

• North East  Andy Sinclair  07876 478858 

• North West  Frances Bullen  07810 832566 

• East  Brian Harvey  07876 478855 

• North Wales  Russ Morris 07884 117675 

• South Wales Mike Gore  07876 478851, or   
  John Baker  07810 832565 

• Midlands Julie Dyer  07760 173156 

• South West Ian Barker  07775 858704 

• London Craig Smith  07884 117672 

• South East Mark Cooper  07884 117661 

40 If, after contacting your local L&D Consultant, you encounter any problems that 
cannot be solved locally, please contact James Ablewhite (email address below) 
from the Fraud and Error Strategy Team, who will raise your concerns with L&D 
managers.  

Queries 

41 If you have any queries regarding this subject please contact: James Abelwhite  
Email: james.ablewhite@dwp.gsi.gov.uk  
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Social Security Law (Blue Volumes) 

42 We have several spare copies of The Law Relating to Social Security, Volume 8, 
Supplement 74 – March 2006, otherwise known as the Blue Volumes. Volume 8 
contains the regulations relating to HB/CTB, Claims & Payments, etc. These are the 
consolidated regulations. 

To request a copy 

43 If any LA would like a copy, please email Lucy Da-Silva  
Email: Lucy.Da-Silva@dwp.gsi.gov.uk

IT Information Flow for LAs – Replacement of the RAT 

Interruption to CIS access – contact with LAs 

44 LAs will be aware that access to CIS was interrupted during the week commencing 
17 July 2006. HB/CTB Bulletin U11/2006 contains details of the problem and 
outlines the Department's current position. CIS will continue to be rolled out to all 
remaining LAs in line with the published schedule. 

45 During that week, the LA Support Team (LAST) sent out a number of e-mails to LAs 
who are currently live on CIS to make them aware of the problem and to update 
them of progress. Unfortunately, we were unable to contact some LAs for a number 
of reasons, including   

• the project contact not arranging for mail to be forwarded when they are on leave 

• contact details changing and neither the project nor LAST being informed 

• LAs having settings on their e-mail servers that prevent e-mails being delivered 
where large distribution lists are used (Spam and Junk mail protection), and  

• contacts losing mail because they have exceeded the size of their mail-box 

46 In order that urgent information reaches the appropriate people as quickly as 
possible, would you please ensure that e-mail from LAST is excluded from any  
e-mail restrictions that are imposed by your e-mail or other system settings, and 
that arrangements are made for e-mail to be forwarded when necessary. 

47 If details of your CIS contacts have changed, please notify LAST as soon as 
possible, on form LAST6, so that the database can be updated. 
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Overpayment classification following ETD delay w/c 17 July 2006 

48 For LAs that were live on CIS prior to the week commencing 17 July 2006, the 
interruption to CIS access meant that it was not possible to download ETD 
notifications on a daily basis where the RAT service had already been  
de-commissioned. This interruption of service led to a back-log of ETDs. Once 
access to CIS was restored, LAs were able to download the outstanding 
notifications but, because of the delay, a number of these notifications may not 
have been processed in the relevant week. If your LA was unable to process 
notifications until week commencing 24 July because of the ETD delay, you may 
wish to consider classifying as Departmental Official Error that week's element of 
any overpayment created on affected claims.  

49 Under these exceptional circumstances, for claims when a notification was actioned 
late because of the delay to downloading the ETD, the appropriate element of any 
ensuing overpayment covering the week 24 – 30 July may be classified as a 
Departmental Official Error for that week, provided that the ETD was actioned 
during the same week, ie 24 – 30 July. You should record the reason for the 
classification for Audit purposes.  

50 Under normal circumstances, if the ETD was received on a Friday, it should be 
actioned by the claimant's next payday or any overpayment from the Monday 
following the receipt of the notification would be classed as an LA Official Error.  

Contact arrangements for fault reporting 

51 In order that calls are dealt with as efficiently as possible, would LAs please ensure 
that any faults or queries concerning CIS are raised by one of the named 
Government Gateway (GG) Users. GG Users in an LA should liaise and make a 
single call when the fault or query covers a number of areas within the LA, once it 
has been established by the LA that the fault is not related to their own Internet 
access or cannot be answered using FAQ’s on the website. 

52 Requests to re-set GG Passwords and User IDs should be made directly to the GG 
Help-desk on 0845 601 8040. The GG User calling the Help-desk should have the 
security information contained on the DAT to hand. Once a new password has been 
requested, the user or assistant will be notified by post within seven days.  

53 Any other faults or queries relating to CIS should be made to LAST (see LAST 
Bulletin 04/06 for contact details) using form LAST5. Please see LA CIS Guide, 
Section 6 for further details. 

54 A Desk-aid will be posted on the website to help LAs follow the correct reporting 
procedure. 



 

Contacting LAST – 5 September 2006 only 

55 Please note that LAST will respond to emergency calls only on 5 September, as 
staff members are taking part in a training exercise. Calls can be made to any of the 
following numbers 

 07917 077813  07810 073970  07879 431588  07771 837979 

 These lines will be monitored on a regular basis throughout the day.  

Transferring Business Interests 

56 Following the item published in HB/CTB Bulletin G7/2006, LAs have highlighted the 
difficulties they face when trying to identify and notify an LA after they transfer a 
Business Interest into their LA. A list of the codes used by CIS to identify LAs, along 
with the corresponding LA names, is being published on the project website 
(address given below). 

Queries 

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

Website details 

58 The Project’s website can be found at  
http://www.dwp.gov.uk/housingbenefit/rat 

Email distribution arrangements for HB Direct, HB/CTB 
Bulletins and Circulars 

59 Corporate Document Services (CDS) has recently been ‘cleansing’ the email 
distribution lists for HB Direct and HB/CTB Bulletins and Circulars, as an increasing 
amount of non-deliverable messages are being received on a monthly basis. CDS 
have been deleting the names of those contacts when a non-delivery message has 
been triggered, except when the “Out of Office” or “Full mail box” message is 
received. 

60 Also, we have been made aware that some LAs have settings on their email 
servers which prevent emails being delivered when large distribution lists are used 
(spam and junk mail protection). In order to ensure that you receive all relevant 
communications, would you please ensure that CDS is excluded from any email 
restrictions that are imposed by either your email or other system settings.  
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61 If you usually receive any of the publications mentioned in this item, but have 
recently had distribution problems then please contact diane.shillito@cds.co.uk, 
stating 

• which publications you have not received. These items will be emailed to you, 
and your contact details will be added to the relevant distribution lists 

• your local authority/organisation's name 

• a contact telephone number (including STD code)  

62 To ensure that you continue to receive HB Direct, HB/CTB Bulletins and/or 
Circulars (by email or as hard copy), any changes to your contact details need to be 
given to CDS. (Please also inform CDS if you no longer wish to receive these 
publications.) This is done by contacting the CDS Orderline  
Email: orderline@cds.co.uk  
Tel: 0113 399 4040 
Fax: 0113 399 4205 

Pension Credit ‘HB/CTB Flag change’ and ‘ETD change to 
identify uprating cases’ 

Background 

63 Currently, when a new or repeat application is made to Pension Credit, details are 
‘pulled’ in from any previous claim/application (this could be Income Support or 
Pension Credit). Previous Housing Benefit and/or Council Tax Benefit (HB/CTB) 
indicators are also ‘pulled’ in. If the user does not amend these indicators this 
causes a problem if the previous indicator was set to Y, as when the previous 
claim/application was closed down an ‘end of entitlement’ report would have been 
sent to the LA.  

64 If the HB/CTB Flag fields are not set to blank (thus forcing users to enter a Y or N 
as appropriate) then no new information will be passed to LAs. 

65 Additionally, Pension Credit notifies LAs of any changes in entitlement in savings 
credit only cases. This is sent via  

• the ‘NHB Income Support Computer System (ISCS) Form 

• Electronic Transfer of Data (ETD) and/or  

• RIS20212 (Housing/Council Tax Notification report) 

66 Unfortunately, LAs are unable to identify from these reports if a change notification 
is due to uprating only, or if it is a customer-generated change of circumstance. 
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Solution 

67 We are introducing some changes which will take effect from 30 October 2006. 
These changes are listed below  

• In Pension Credit savings credit only changes, any change of circumstances 
performed in the uprating week by ISCS or users on Pension Credit will be 
reported to LAs as “Uprating savings credit” in the Reason for Form field on the 
ETD and/or RIS20212 

• Pension Credit users will be forced to notify LAs of entitlement on all new or 
repeat applications where applicable  

Purpose 

68 The purpose of these requirements is to  

• ensure that LAs get an ETD and RIS20212 on all new/repeat applications when 
appropriate 

• allow authorities to distinguish an uprating reason for change from a customer 
generated change of circumstance on the ETD and RIS20212. This will allow 
those LAs who wish to batch process uprated cases to hold the uprating 
information in a file and process it at a convenient time 

Benefits 

69 As a result of these changes, LAs will 

• receive details of customer’s correct entitlement in all new/repeat cases  

• be able to identify annual uprating changes of circumstance separately from 
customer generated change of circumstances 

70 Both of these changes will result in fewer queries being raised by LAs to The 
Pension Service.  

Queries 

71 Should you require further information please contact either James Boyd or Fiona 
McLeish on The Pension Service HB/CTB Liaison Team  
James Boyd:  Email: James.Boyd@thepensionservice.gsi.gov.uk   
   Tel: 0141 245 6945 

 Fiona McLeish Email: Fiona.McLeish1@thepensionservice.gsi.gov.uk   
   Tel: 0141 245 6946 
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What’s new on the web 

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

Document Type Subject Link 

HB/CTB Circular A13/2006 
Overpayments guidance: 

‘Underlying Entitlement’, ‘When 

recovery should commence’, 

the Debt Arrangement Scheme 

(in Scotland) and Tribunal of 

Commissioners’ decision 

CH/4234/2004 

http://www.dwp.gov.uk/hbctb/
circulars/2006/a13-2006.pdf

HB/CTB Bulletin U10/2006 Habitual Residence Test http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/u10-2006.pdf

HB/CTB Bulletin U11/2006 Customer Information System - 
Update 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/u11-2006.pdf

HB/CTB Bulletin G7/2006 Revision of TAS 1 forms for 
local authorities 

Court of Appeal decision in 
Scott Wilson v DWP 
(CH/3801/04) 

Commissioners’ decisions 

Consequential Provisions 
Regulations 2006 

HB/CTB Take Up Project – 
Changes of circumstance 

HB and CTB subsidy claim 
forms – Electronic submission: 
Phase 1 Go-live 

IT Information Flow for LAs – 
replacement of the RAT 

http://www.dwp.gov.uk/housi
ngbenefit/news/newsletter/bu
lletins/2006/g7-2006.pdf

 

HB/CTB Circulars issued this month 

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

• Circular A13/2006  
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Other publications issued this month 

74 The following publications have also been issued this month 

• HB Direct Issue 56 

• 2005 HB/CTB Performance Standards Amendment 3 
 



 

Appendix 1: Contact details for subject areas within 
HB/CTB 

Subject area Name Contact details 

Main Switchboard (Adelphi)  0220 7962 8000 

Administration Subsidy Robert Sneddon 020 7712 2050 
Robert.Sneddon@dwp.gsi.gov.uk

Backdating Jahnara Begum 020 7962 8313 
Jahnara.Begum@dwp.gsi.gov.uk

Fraud Referral and 
Intervention Management 
System (FRAIMS) 

James Ablewhite 020 7712 2426 
James.Ablewhite@dwp.gsi.gov.uk

Benefit Subsidy 

General Subsidy queries 
 

Subsidy for backdated 
claims 

Subsidy for discretionary 
local schemes 

Subsidy for LA error 
overpayments 

Rent rebate subsidy 
limitation 

Transitional protection 

 

Dave Marley 
 

Dave Marley 
 

Robert Sneddon 
 

Dave Marley 
 

Robert Sneddon 
 

Dave Marley 

 

020 7962 8393 
Dave.Marley@dwp.gsi.gov.uk

020 7962 8393 
Dave.Marley@dwp.gsi.gov.uk

020 7712 2050 
Robert.Sneddon@dwp.gsi.gov.uk

020 7962 8393 
Dave.Marley@dwp.gsi.gov.uk

020 7712 2050 
Robert.Sneddon@dwp.gsi.gov.uk

020 7962 8393  

Dave.Marley@dwp.gsi.gov.uk  

Best Value Performance 
Indicators (BVPIs)  

Louise Hughes  020 7712 2577 
Performance-Framework@dwp.gsi.gov.uk

Best Value – General policy 
issues excluding BVPIs and 
efficiency 

Angela Mulligan 

 

Barry Dennett 

020 7712 2159 

Angela.Mulligan@dwp.gsi.gov.uk

020 7712 2223 
Barry.Dennett@dwp.gsi.gov.uk

BFI inspection reports - 
Security 

Andy Munro 020 7962 8293  
andy.munro@dwp.gsi.gov.uk

BFI inspection reports - 
Claim Processing 

Tony Withers 020 7712 2326 
tony.withers@dwp.gsi.gov.uk

Change of circumstances Jahnara Begum 

 

020 7962 8313 
Jahnara.Begum@dwp.gsi.gov.uk
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Subject area Name Contact details 

Child Support/Maintenance Tony Browne 020 7962 8584 
Tony.Browne@dwp.gsi.gov.uk

HB/CTB Circular 
Distribution 

CDS Orderline 0113 399 4040 
orderline@cds.co.uk

HB/CTB Circulars - 
Backdated copies 

Tony Oldman 020 7712 2388 
tony.oldman@dwp.gsi.gov.uk

Claim Forms Jason Barrett 020 7962 8631 
Jason.Barrett@dwp.gsi.gov.uk

Claims and Payments Tara Taggart 020 7962 8508 
tara.taggart@dwp.gsi.gov.uk

Customer Management 
System (CMS) 

Martin Benson 

Kerry Hartley 

Janet Croll 

Cath Pearson 

Sheena Parker 

FAQs and contact details can be found on 
the website at 

http://www.dwp.gov.uk/housingbenefit/cms/

HB/CTB Data Protection 
Issues 

Jason Barrett 020 7962 8631 
Jason.Barrett@dwp.gsi.gov.uk

Decisions and Appeals ACI Division ACI-Office-Support-
Leeds@dwp.gsi.gov.uk  
Fax: 0113 232 4841 

Discretionary Housing 
Payments 

Dave Jones 020 7962 8313 
Dave.Jones@dwp.gsi.gov.uk

Extended Payments - 
HB/CTB 

Phillipa 
Fallowfield 

Phillipa.Fallowfield@dwp.gsi.gov.uk

Gender Recognition and 
HB/CTB 

Civil Partnerships and 
HB/CTB 

Jane Mapp (Tues 
- Fri) 

020 7962 8313 
Jane.Mapp@dwp.gsi.gov.uk

HB simplification Gail Knowles 020 7962 8313 
Gail.Knowles@dwp.gsi.gov.uk

HB Guidance Manual Lucy Da Silva  Lucy.Da-Silva@dwp.gsi.gov.uk

Housing Benefit Direct 
newsletter 

Kath Murphy 020 7962 8540 
Kath.Murphy@dwp.gsi.gov.uk

Howell Opinion Adrian Pateman 020 7962 8504 
Adrian.Pateman@dwp.gsi.gov.uk  
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Subject area Name Contact details 

Income and Capital -
including earnings and War 
Pension local scheme (but 
not student income/capital) 

Elsian Linsell 
(Tues-Thurs) 

020 7962 8313 
Elsian.Linsell@dwp.gsi.gov.uk

Income/capital - students Jahnara Begum 020 7962 8313 
Jahnara.Begum@dwp.gsi.gov.uk

Information Exchange with 
LAs 

Jason Barrett 020 7962 8631 
Jason.Barrett@dwp.gsi.gov.uk  

IT links between DWP/Local 
Authorities 

Wayne Norfolk 0113 2519012 
wayne.norfolk@dwp.gsi.gov.uk
 

DWP/LAA Steering Group Mont Goldman mont.goldman@dwp.gsi.gov.uk

LA Support Team 
(Electronic Transfer of Data 
(ETD) and Remote Access 
Terminals (RAT) 

Contacts split 
alphabetically by 
LA 

Operations Manager 
Ian Golds 01253 334868 
Ian.Golds@dwp.gsi.gov.uk

Team 1 A – L  

Team leader  

Stuart Lloyd 01253 334956 
Stuart.Lloyd@dwp.gsi.gov.uk

Allan Simms 01253 334560 
Alan.Simms@dwp.gsi.gov.uk

Joanna West 01253 339531 
Joanna.West@dwp.gsi.gov.uk

Jan Nowell 01253 848458 
Mary.Nowell@dwp.gsi.gov.uk

Team 2 M – Z and PIDs 

Team Leader 

Elaine Aldersley 01253 339582 
Elaine.Aldersley@dwp.gsi.gov.uk

Norma Ashwood 01253 339627 
Norma.Ashwood@dwp.gsi.gov.uk

Phillip Stainton 01253 334997 
Phillip.Stainton@dwp.gsi.gov.uk

Sarah Baldwin 01253 339580 
Sarah.Baldwin@dwp.gsi.gov.uk

Paula Singleton 01253 339602 
Paula.Singleton@dwp.gsi.gov.uk
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Subject area Name Contact details 

Leaflets Tara Taggart 020 7962 8508 
tara.taggart@dwp.gsi.gov.uk  

Local Housing Allowance Dave Pryce  020 7962 8809 
Dave.Pryce@dwp.gsi.gov.uk

or 

LHAAdviceline@dwp.gsi.gov.uk 

Local Area 
Agreements/LPSAs 

Clare Mitton 020 7962 8427 
clare.mitton@dwp.gsi.gov.uk

MIS Data Collection (Best 
Value Stats 124/ 124A, and 
Stats 128 returns) 

Dave Mason 
Housing Benefit 
Data Service 
Information 
Directorate 

0191 2254588 
Dave.Mason@dwp.gsi.gov.uk 

MIS Data Collection 
(Caseload Stock Counts 
(Stats 121/ 122, WIB1 
returns) 

Dave Mason 
Housing Benefit 
Data Service 
Information 
Directorate 

0191 2254588 
Dave.Mason@dwp.gsi.gov.uk 

MIS Data Collection (100% 
HBSDIAD scan) 

Leigh Armstrong 
Housing Benefit 
Data Service 
Information 
Directorate 

0191 2257035 
Leigh.Armstrong@dwp.gsi.gov.uk

Membership of the family - 
HB/CTB 

Phillipa 
Fallowfield 

Phillipa.Fallowfield@dwp.gsi.gov.uk

Mortgage Interest run on/52 
week linking  

IS/JSA for housing costs on 
mortgage interest  

Phillipa 
Fallowfield 

Phillipa.Fallowfield@dwp.gsi.gov.uk

Non-Dependant Deductions 
- in IS/JSA and HB/CTB 

Phillipa 
Fallowfield 

Phillipa.Fallowfield@dwp.gsi.gov.uk

HB/CTB Overpayments 
Advice Line for Local 
Authorities and External 
Organisations 

Alison Brooks Housing Benefit Strategy Division 
Room 3S25, Quarry House 
Quarry Hill 
Leeds, LS2 7UA 

Tel: 0113 232 7887 
Fax: 0113 232 4177 
Alison.Brooks@dwp.gsi.gov.uk
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Subject area Name Contact details 

HB/CTB Overpayments 
Policy Issues and 
Ministerial Correspondence 

Jane Autherson Housing Benefit Strategy Division 
Room 3S25 Quarry House  
Quarry Hill  
Leeds LS2 7UA 

Tel: 0113 232 7755 
Fax: 0113 232 4177 
Jane.Autherson@dwp.gsi.gov.uk  

Pension Credit and 
interaction with HB/CTB. 

Christine Watkins  
Christine.Watkins@dwp.gsi.gov.uk

  

Performance Standards 
Fund 

Performance 
Standards Team 

020 7962 8080 
housing-support-standards@dwp.gsi.gov.uk

Performance Standards and 
self-assessments  

Louise Hughes 020 7712 2577 

performance-framework@dwp.gsi.gov.uk  

Personal Allowances & 
Premiums 

Jahnara Begum  020 7962 8313 
Jahnara.Begum@dwp.gsi.gov.uk

People from abroad and 
asylum seekers 

Ursula Brennan Ursula.a.brennan@jobcentreplus.gsi.gov.uk

Practitioners Operations 
Group (POG) 

Stephen Adefemi 020 7962 8106 
Stephen.Adefemi@dwp.gsi.gov.uk

Quarterly performance 
monitoring – Claims 
processing 

Tony Withers 020 7712 2326 
Tony.Withers@dwp.gsi.gov.uk  

Quarterly performance 
monitoring – Security 

Jackie Pye 020 7962 8296 
Jackie.Pye@dwp.gsi.gov.uk

HB/CTB Rapid Reclaim Tara Taggart 020 7962 8508 
tara.taggart@dwp.gsi.gov.uk

Rent  

Rent liability 

Rent officer referral 

Rent rules including 

old scheme/new scheme 

Eligible/ineligible service 
charges 

Dave Jones 020 7962 8313 
Dave.Jones@dwp.gsi.gov.uk

Rent thresholds and caps Dave Marley 020 7962 8393 
Dave.Marley@dwp.gsi.gov.uk

Royal Mail Do Not Re-direct Adrian Pateman 020 7962 8504 
Adrian.Pateman@dwp.gsi.gov.uk
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Subject area Name Contact details 

2nd Adult Rebates Jane Mapp (Tues 
- Fri) 

020 7712 2046 
jane.mapp@dwp.gsi.gov.uk

VF, Security Against Fraud 
& Error (SAFE) and  
Section 19 

Ruth Chambers 

Stephen Adefemi 

Maxine Leyland 

 

020 7962 8114 
Safe-VF@dwp.gsi.gov.uk

020 7962 8106 
Safe-VF@dwp.gsi.gov.uk

0207 962 8765 
Safe-VF@dwp.gsi.gov.uk

Software Suppliers Liaison 
Group 

Susan Lingwood 020 7962 8371 
Susan.Lingwood@dwp.gsi.gov.uk  

Students  Please note there is no longer an 
individual contact point for students. 
Please refer to the nominated contact 
depending on the nature of your query. For 
example, for student queries relating to  

• income, contact the nominated point 
with responsibility for income 

• claims information, contact the 
nominated point for claims and 
payments   
 

HB/CTB Take-Up Jane Mapp (Tues 
- Fri) 

020 7712 2046 
jane.mapp@dwp.gsi.gov.uk

Tax Credits Lucy Da Silva  Lucy.Da-Silva@dwp.gsi.gov.uk

Temporary Absence (2 
homes, prisoners) 

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

Uprating John Kennett 

Phillipa 
Fallowfield 

John.Kennett@dwp.gsi.gov.uk  

Phillipa.Fallowfield@dwp.gsi.gov.uk

 

 
 

 

 

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:jane.mapp@dwp.gsi.gov.uk
mailto:Safe-VF@dwp.gsi.gov.uk
mailto:Safe-VF@dwp.gsi.gov.uk
mailto:Safe-VF@dwp.gsi.gov.uk
mailto:Susan.Lingwood@dwp.gsi.gov.uk
mailto:jane.mapp@dwp.gsi.gov.uk
mailto:Lucy.Da-Silva@dwp.gsi.gov.uk
mailto:Lucy.Da-Silva@dwp.gsi.gov.uk
mailto:John.Kennett@dwp.gsi.gov.uk
mailto:Phillipa.Fallowfield@dwp.gsi.gov.uk

