
Housing Benefit and Council Tax Benefit 

General Information Bulletin 
Department for Work and Pensions 
The Adelphi, 1 - 11 John Adam Street, London WC2N 6HT 
http://www.dwp.gov.uk/housingbenefit/ 

HB/CTB G11/2005 17 November 2005 

Contact 
Kath Murphy  

Kath.Murphy@dwp.gsi.gov.uk  

Who should read All Housing Benefit (HB) and Council Tax Benefit (CTB) staff  

Action For information 

Subject 

Verification Framework 2005/06 - monitoring compliance 

certificates 

The Housing Benefit/Council Tax Benefit Security Manual 

Amendment 2 

Valuation of Properties - change to procedure 

Benefit Processing Replacement/Working Age Transformation 

and Change Programme – Tactical e-Services 

Purpose of Article 

Ethnicity monitoring form included in HCTB1(PCA) 

Contents 

  para 

Verification Framework 2005/06 - monitoring compliance certificates ................................ 1 

The Housing Benefit/Council Tax Benefit Security Manual Amendment 2 ......................... 6 

Valuation of Properties - change to procedure.................................................................... 9 

Benefit Processing Replacement/Working Age Transformation and Change  
Programme – Tactical e-Services ..................................................................................... 13 

Ethnicity monitoring form included in HCTB1(PCA) .......................................................... 31 

  

http://www.dwp.gov.uk/housingbenefit/
mailto:Kath.Murphy@dwp.gsi.gov.uk


What’s new on the web ..................................................................................................... 44 

Other publications issued this month ................................................................................ 46 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Crown Copyright 2005 

Recipients may freely reproduce this bulletin.

  



Verification Framework 2005/06 - monitoring compliance 
certificates 

1 The Security Manual sets out the requirements for ongoing funding for the 
Verification Framework (VF). Local Authorities (LAs) are required to submit six 
monthly compliance certificates at the end of March and the end of September. This 
is an essential part of compliance with the VF and provides assurance to the 
Department that ongoing funding is still warranted.  

2 We have been monitoring the return of the six monthly VF compliance certificates 
for 2005/06 by the deadline of 31 October and find that a considerable number of 
LAs have not met this deadline. We will be contacting Section 151 officers (Section 
95 officers in Scotland) in these LAs to remind them that the certificate should be 
returned as a matter of urgency.  

3 If you are unable to return your compliance certificate because you are not 
achieving the compliance requirements or you doubt your capacity to meet the 
minimum levels of interventions, you should contact the LA Performance Division 
(LAPD) to agree a recovery plan. 

4 Any LA who, after contact, still fails to return a compliance certificate or to agree a 
VF compliance recovery plan with us will have their VF payments suspended until 
we are satisfied the compliance requirements are either being met or the recovery 
plan is being delivered.  

Queries 

5 For further information on this area of work or if you have any queries regarding this 
subject please contact  

LA Performance Division SAFE-VF@dwp.gsi.gov.uk or 

Maxine Leyland, email: Maxine.Leyland@dwp.gsi.gov.uk  

The Housing Benefit/Council Tax Benefit Security Manual 
Amendment 2 

6 The SAFE-VF team have issued an amendment to the Security Manual Part B 
Guidance on Section 1(1A) and 1 (1B) of the Social Security (Administration) Act 
1992.  

7 The purpose of the amendment is to remove the suggestion that LAs are 
empowered to seize false passports; recent advice indicates that LAs do not have 
the authority to do this despite their role as administrators of HB/CTB on behalf of 
the Crown.  

Queries 

8 If you have any queries regarding this subject, please contact  
Maxine Leyland, email: Maxine.Leyland@dwp.gsi.gov.uk 
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Valuation of Properties - change to procedure 

9 The Valuation Office Agency (VOA) has recently changed its procedure for valuing 
properties on behalf of DWP. The majority of valuations will now be based on a 
comparable database of information held regarding the value of properties. A visit 
will only be made by the District Valuers Services when there is an appeal 
regarding the valuation. 

10 LAs should note that the procedures for obtaining information and completion of 
forms for the District Valuation Services (LA1 and LA2), outlined in the HB/CTB 
Guidance Manual, should still be followed, see paragraph C2.160 et seq.  

11 Please make sure all relevant information on the property is obtained and the LA’s 
address stamp is on the forms where indicated prior to submission to the VOA. 
Failure to stamp the forms is likely to result in delays and has been the cause of 
complaint by the VOA. 

Queries 

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

 Elsian Linsell, email: Elsian.Linsell@dwp.gsi.gov.uk  

Benefit Processing Replacement/Working Age Transformation and 
Change Programme – Tactical e-Services 

Purpose of Article 

13 In the October HB/CTB GI Bulletin, G10/2005 we provided LAs with an overview of 
the BPR/WATCH2 Programme. This article provides more information about 
Tactical e-Services, one of the Projects within the overall Programme. We hope that 
this will enable LA staff to answer any queries you might receive from customers. 

Background to E-Services Project 

14 The aim of the e-Services Project is to deliver an Internet-based service that 
enables customers to 

initiate a claim for a Jobcentre Plus administered benefit • 

• make a full claim for Retirement Pension, Disability Living Allowance, 
Attendance Allowance or Child Support Maintenance 

15 Customers will be able to access the relevant ‘e’ application forms on the Internet 
via existing benefit websites or DirectGov and submit claim data electronically. This 
data will be routed to the correct benefit area, ie Jobcentre Plus, Pensions Service, 
Disability and Carers Service or Child Support Agency. At this stage customers will 
not be able to report changes of circumstance via the Internet. The service supports 
the Ministerial commitment to provide electronic service delivery and will be 
available 24 hours per day, 365 days of the year.  

16 The rest of this article concentrates on the benefits administered by Jobcentre Plus 
and the link with claims for Housing Benefit/Council Tax Benefit.  

 



Overview of Tactical e-Services 

17 From 12 December 2005 customers will be able to initiate a claim for a Jobcentre 
Plus administered benefit via the Internet. The e-form asks for the same information 
as an inbound call on the Customer Management System (CMS). The customer will 
complete the e-form and send it over the Internet to a Jobcentre Plus Contact 
Centre (CC), where it will be printed off and the information keyed into CMS. An 
outbound call will then be booked to enable full information to be gathered.  

18 Jobcentre Plus is initially implementing Tactical e-Services in a small number of 
areas prior to national rollout. There is no campaign to encourage customers to use 
the new facility at this stage. Tactical e-Services is a stepping stone to delivery of 
strategic e-services in 2007 which will allow customers to make a full claim for a 
Jobcentre Plus primary benefit, ie Income Support, Jobseeker’s Allowance and 
Incapacity Benefit, and any associated claim for HB/CTB via the Internet.  

End-to-End process  

19 Although we anticipate there will be no direct impact on LAs as a result of the 
introduction of Tactical e-Services, step-by-step details of the end-to-end process 
are given below 

after accessing an existing Website, eg Directgov or Jobcentre Plus site, the 
customer will use a hyperlink to the relevant pages to complete an e-form 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

the customer will register with the Government Gateway (GG), if they have not 
already done so, and they will log on to use the e-Service. This is one seamless 
process within the e-Service application 

customer will complete an e-form and submit it to Jobcentre Plus. The e-form will 
gather most of the data currently collected during the CMS inbound call 

there will be extensive help and guidance on the site to guide the customer 
through the completion of the e-form. Customers will also be able to contact a 
‘helpdesk’ for assistance if needed 

the information will be submitted to a Jobcentre Plus CC, see Implementation of 
Tactical e-Services 

the e-form information will be printed out by the Administration team within the 
CC and passed to a First Contact Officer (FCO) 

the FCO will key the information from the e-form into CMS 

based on the information provided, CMS will determine the customer’s potential 
eligibility to Jobcentre Plus primary and secondary benefits, ie Bereavement 
Allowance, Carer’s Allowance, Industrial Injuries Disablement Benefit and 
Maternity Allowance 
the FCO will conduct an outbound call, advise the customer of their potential 
eligibility and ascertain which benefit(s) the customer wishes to claim 

if the customer wishes to pursue a claim to a primary benefit the FCO will 
conduct the full information gather over the telephone using CMS (the CMS 
‘outbound call’). This will include gathering information for any HB/CTB claim the 
customer wishes to make 
if the customer wishes to pursue a claim to a secondary benefit the FCO will 
issue a paper claim form. The customer will need to contact the LA direct if s/he 
wishes to claim HB/CTB 

 



the printed e-form is destroyed after keying the information into CMS. The 
electronic record of the e-form is retained for 120 days then automatically 
deleted 

• 

 Note: The remainder of the claim process remains unchanged. 

Implementation of Tactical e-Services 

20 Initially Tactical e-Services will be implemented into Torquay and Paisley CCs on  
12 December 2005. E-forms from customers within CMS rolled out Districts in the 
South West and North East Regions will be accepted. A postcode filter will prevent 
e-forms being submitted from other regions. Assuming this initial implementation 
has gone satisfactorily all customers from all regions throughout England and 
Scotland will be able to submit e-forms from Spring 2006 as long as their Jobcentre 
Plus District is CMS enabled.  

21 The new Bangor CC will go live in June 06 enabling customers in Wales to submit 
information on line. At this point, Welsh language forms can also be submitted. 

22 The three contact centres will be able to deal with all e-forms, though Welsh 
language forms will be diverted to Bangor. 

23 HB/CTB Urgent Bulletin 9/2005 issued 21 October 2005 details process 
adjustments to the New and Repeat Claims Standard Operating Model that some 
local Jobcentre Plus offices are introducing in order to bring about improvements in 
the service to customers. Any process adjustments that have been introduced in 
Torquay and Paisley CCs will not impact on the introduction of Tactical e-Services.  

What does this mean for the customer? 

24 The opening of this channel will offer customers a greater choice of contact 
methods by which they can commence an application for a Jobcentre Plus benefit. 

25 On accessing e-Services and prior to completion of the e-form the customer will be 
advised that if they 

submit their application outside of Jobcentre Plus normal opening hours 
Jobcentre Plus will treat this information as being received on the next working 
day. Although not stated on the website, normal opening hours are 8am - 6pm, 
Monday to Friday (excluding bank holidays) 

• 

• do not submit the form straightaway, this may affect the date their claim begins 

 



26 On submission of the e-form the customer is provided with information about what 
will happen next including 

• 

- 
- 
- 
- 
- 

- 

• 

• 

information to have ready for when they are called back, ie 
employment and earnings details, eg information from pay slips 
bank or building society details, eg account number 
details of any money coming in 
details of any savings and investments 
housing costs details, for example, mortgage, services charges or who they 
pay rent to 
sickness details, eg doctor’s name and address 

if the customer wants to claim HB or CTB, to have information about where they 
live available, eg tenancy agreement, council tax bill 

advice for the customer to note their unique claim reference number or to print 
the page for their own records 

What does this mean for the Local Authorities?  

27 There will be no direct impact on the LAs as HB/CTB claim data will continue to be 
gathered during the outbound call and the LA will continue to receive this data on 
the LA Input Document. There will be no change to the HB/CTB ‘date of claim’ 
rules. However, LAs should note that the ‘date of first contact’ for the purpose of the 
primary benefit claim will be the date the e-form is submitted to Jobcentre Plus or 
the following working day if the form is submitted outside normal opening hours.  

Questions you might be asked 

28 It is possible that a customer may contact the LA with queries about the Tactical  
e-Service. Annex A provides generic questions and answers that, along with an 
awareness of the end-to-end process and implementation plan, should enable staff 
to handle these queries. 

Queries 

29 If you have any queries regarding the content of this section and the claims process 
please email janet.croll@dwp.gsi.gov.uk 

30 If you have questions about local issues, eg implementation schedule, please 
contact your local Jobcentre Plus liaison point. 
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Jobcentre Plus Tactical e-Services Questions & Answers - Annex A 

Q:  Why have claims over the Internet been introduced? 

A: 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. 

 The opening up of this channel 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 2007. 

Q:  Do I need broadband or any special equipment? 

A: You do not need broadband to complete the online forms, however if you do not 
have broadband, and only have one telephone line, you will not be able to contact 
the helpline whilst still connected to the Internet. 

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

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

 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. 

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

A: DWP have used existing technology to ensure the security of the site. 

 No one else will be able to look at your details. 

Q: Do I need a password? 

A: 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? 

A: You need to ring the helpdesk, 0845 601 8040, to reset your password. 

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

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

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

A: Yes 

Q: Can I complete a claim in Welsh? 

A: From Summer 2006, customers in Wales will be able to submit e-forms in Welsh.  
 



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

A: E-forms are only available in English and Welsh. 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 
required language.  

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

A: All applications, irrespective of channel, will be given equal priority 

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

A: 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 e-form 
straight away. 

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? 

A: Yes. The Internet is an alternative channel for claiming all existing methods will 
remain. 

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

A: No, once the e-form has been submitted the e-Service will not track its progress. 

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

A: If you wish you can print off the e-form before submitting it over the Internet, 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, sign, and return to Jobcentre Plus (as per the instructions in the covering 
letter). 

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

A: No. 

Q:  I made a mistake when I claimed on the Internet. What should I do? 

A: You will be contacted by phone to supply all necessary information for your claim, 
therefore if there have been any errors you should report this and they will be 
corrected at that time 

Q:  How do I submit additional evidence in support of my claim?  

A: You will be advised when you are contacted by phone what will happen next 
including any evidence that is required. Your LA might have to contact you 
separately for any evidence to support your claim for HB/CTB. 

Q: Can I advise you of Change of Circumstances by Internet? 

 



A: No. Changes of Circumstances 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? 

A: You are requested to wait five days before contacting the department about an  
e-form application. If your e-form was submitted more than five days ago, you 
should ring the Helpdesk 0845 601 8040. 

Q: I claimed on line but do not want to pursue my claim. Can I/how do I withdraw my 
claim? 

A: If you decide not to pursue your claim before you submit your e-form you can delete 
the application yourself on the Internet. 

 If you have already submitted your e-form you can advise of your change of mind 
when the Department contacts you to gather full claim information.  

Q: Can I now e-mail information to you for my claim? 

A: No 

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? 

A: 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? 

A: 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. An 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. 

Q: Can I claim HB/CTB over the Internet too? 

A: You cannot currently use the Internet to make a claim for HB or CTB. However, if 
you submit an e-form to claim Income Support, Jobseeker’s Allowance or Incapacity 
Benefit you will be able to provide details for an HB/CTB claim. These details will be 
gathered by Jobcentre Plus during the call back and forwarded to your LA.  

Q: How will this affect my claim for HB/CTB? 

A: E-Services provides you with another channel to commence an application to a 
Jobcentre Plus Benefit and associated HB/CTB. The e-form is treated in exactly the 
same way as if you contacted the Jobcentre by phone to commence your 
application. There is no impact on your HB/CTB claim and, as now, the LA may still 
need to contact you to collect additional evidence. 

 



Ethnicity monitoring form included in HCTB1(PCA) 

31 Under the Race Relations Act 1976 (as amended by the Race Relations 
(Amendment) Act 2000) public authorities (including LAs) have a general duty to 
promote race equality and good race relations. The duty means that public 
authorities should eliminate unlawful racial discrimination, promote equal 
opportunities and good relations in carrying out their functions. 

32 Without ethnic monitoring a public authority would never know if it's policy is 
working, therefore the Commission for Racial Equality have published guidance in 
'Ethnic Monitoring - A guide for Public Authorities' on how and why monitoring 
should be undertaken. To assist LAs in their duty here we have been asked to add 
an Ethnic Monitoring form to the HCTB range. The HCTB1(PCA) is the first to 
include this. The form will be included in the next release of the HCTB1 and 
HCTB1(PC). 

33 LA's should already have a policy in place to meet their obligations under the Race 
Relations Act, but if an LA requires further information they should firstly obtain 
Commission for Racial Equality's guidance on this matter, as policy would need to 
be set individually in each LA to meet the needs of their communities. 

Ordering HCTB1(PCA) and Supplementary forms 

34 Further supplies of the HCTB1(PCA), HCTB1(PCA) notes and HCTB1(PC)RT can 
be ordered through your Pension Service Local Service contact. 

35 Further copies of HCTB1(PC)C and HCTB1(PC)ND can be obtained via your 
existing stationery ordering channels or can be downloaded from the following link 

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

New applications for Pension Credit from 5 December 2005 

36 Many of you will know that, since September this year, The Pension Service has 
been making an important contribution to CTB take-up among people who receive 
Pension Credit. It involves telephoning existing Pension Credit customers and 
inviting them to claim CTB/HB. Calls last around five minutes and the information 
obtained is used to fill in a three page claim form, which is then sent to the customer 
to check, sign and send in to the LA. 

37 At the Institute of Revenues Rating and Valuation’s annual conference in 
Manchester, James Plaskitt announced on 19 October 2005 that a new phase will 
start in December. This is designed to build constructively on what is already 
happening. From December, The Pension Service will operate the same short claim 
process with customers newly claiming Pension Credit. 

38 This new simplified process means that customers claiming Pension Credit only 
have to provide information once, the income and savings information supplied for 
the Pension Credit application will be used for the CTB/HB claim. 

39 The evidence from the work already done with existing pensioners shows that this 
approach is helpful, customer friendly and successful. 
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40 Over the coming winter we will again, with your support, be running publicity and 
marketing take up campaigns aimed at getting those other pensioners who are 
entitled to, but not getting, CTB to claim it. 

Customers who may be entitled to Pension Credit 

41 If a customer wants to claim CTB but they are not in receipt of Pension Credit to 
which they may be entitled, the LA can telephone PCAL on the customers behalf 
and make an appointment for a call-back to take the application. This approach will 
protect the date of claim for CTB and enable the customer to benefit from the joint 
application process. The PCAL number is 0800 99 1234. 

Potential Impact of the new process on Performance Indicators 

42 A number of LAs have raised concerns about the impact of the new process from 
December 2005 upon their performance indicators (PIs). For example, LAs could 
receive the new form before The Pension Service has processed the Pension 
Credit application and triggered the issue of the Electronic Transfer of Data (ETD). 
This would mean that a short delay could occur before the LA is able to process the 
case. This issue is being kept under close review. The project team is carrying out a 
piece of research on the potential impacts of this and will be reporting upon this in 
the New Year.  

Queries 

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

 Val Clark, email: Val.Clark@dwp.gsi.gov.uk 

What’s new on the web 

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

Document Type Subject Link 

Newsletter Moredirect - October 2005 

 

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

benefit/news/newsletter/2005/m

oredirect-oct-2005.pdf 

HB/CTB A Circular HB/CTB Circular A18/2005 http://www.dwp.gov.uk/hbctb/cir

culars/2005/a18-2005.pdf 

HB/CTB A Circular HB/CTB Circular A19/2005 http://www.dwp.gov.uk/hbctb/cir

culars/2005/a19-2005.pdf 

HB/CTB A Circular HB/CTB Circular A20/2005 http://www.dwp.gov.uk/hbctb/cir

culars/2005/a20-2005.pdf 
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Document Type Subject Link 

HB/CTB Urgent Bulletin Bulletin U9/2005 http://www.dwp.gov.uk/housing

benefit/news/newsletter/bulletin

s/2005/u9-2005.pdf 

HB/CTB General Information 

Bulletin 

Bulletin G10/2005 http://www.dwp.gov.uk/housing

benefit/news/newsletter/bulletin

s/2005/G10-2005.pdf 

Newsletter HB Direct Issue 47 

November 2005 

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

benefit/news/newsletter/2005/is

sue47-nov-2005.pdf 

Customer Management 

System Guidance Manual 

CMS – A Guide for Local 

Authorities 

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

benefit/cms/2005/la_guide.pdf 

HB/CTB Circulars issued this month 

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

• 

• 

• 

• 

• 
• 

Circular A20/2005  

Other publications issued this month 

46 The following publications have also been issued this month 

HB Direct issue 47 

HB/CTB Guidance Manual Amendment 8 

HB/CTB Performance Standards 2005 Amendment 
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