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Employment and Support Allowance (ESA) Process

Q: Are the details for the partner and any other person(s) in the household collected for a ESA Contributory (C) only claim when the customer has stated they also want to claim HB and/or CTB?

A: Yes, all these details are collected and output onto the Local Authority Claim Information (LACI) document.
Q: If the customer states they have a partner but do not wish to claim for the partner are the partner’s details still gathered for HB/CTB?

A: The full gather, including partner details, for HB/CTB would take place as the customer has said they wish to make a claim to HB/CTB. This includes full information gather for the partner but not the evidence which supports this information as it is not required for the primary benefit claim.
Q: Do we tell the customer at what point the information is passed to the Local Authority (LA), as they need to be aware there may be a delay while Jobcentre Plus (JCP) are waiting for all the information and evidence for the primary benefit?

A: The customer is informed that their claim will be forwarded to their LA when they have submitted all the required information and evidence.
Q: How will LAs link any evidence sent from JCP to a case previously received?

A: The action JCP take will depend on when the evidence is received. If the evidence is received before the case is closed on Customer Account Management (CAM) system then JCP will input the verification onto CAM. If the evidence is received after the case has been closed on CAM then JCP will photocopy the evidence and send to the LA. The LA must apply their own existing procedures to support this.
Q: If the data push to Jobseekers Allowance Payment System (JSAPS) fails, for whatever reason, will a LACI still be produced?

A: Yes, JCP will still have to close the case on CAM and therefore the LACI will automatically be produced

Q: Is the customer informed that they may need to provide additional evidence for the LA?

A: No, they are only advised of the evidence they need to provide for the ESA claim, this may include mutual evidence for both JCP and the LA. However, evidence solely required for the LA will not be requested by JCP.

Q: Would the claim be held up if the customer did not return the medical questionnaire?

A: This part of the process happens behind the scenes and would not hold up the processing of the claim. ESA would continue to be paid to the customer. LAs will be notified by JCP when the ESA assessment phase is complete (13 weeks). If JCP are experiencing backlogs then the LAs still need to wait for JCPs notification of change.
Q: How will a customer be directed to report a change of circumstances?

A: JCP will advise the customer to report this to their LA

Q: What facilities exist for vulnerable customers who cannot deal with a telephone claim?

A: Jobcentre Plus have worked in consultation with RightNet on this point. If it becomes clear that a caller cannot make the claim over the telephone the appropriate clerical claim forms can be issued or they can be advised to attend their local Jobcentre to complete the claim face to face.  Local jobcentres do not have access to CAM and a face to face claim made here will result in the issue of clerical claim forms for HB/CTB.  

Q: Is the partner’s identification (ID) verified?

A: This is only verified for the primary benefit so only for ESA Income Related (IR) claims. The partner’s ID would not be verified by JCP for ESA (C) claims.

Q: What is the JCP process if the partner does not agree to the customer’s claim?

A: If the partner does not agree to the customer’s claim then JCP will continue the ESA gather as a Contributory only claim and therefore when they reach the HB/CTB gather screens will collect partner details also, which will then be output onto the LACI for the LAs. NB: If the customer decides not to continue with the ESA claim at any time (potentially before the full data gather is complete), and has said they want to claim HB/CTB then a LACI will still be produced and sent to the LAs so they are aware of the customers claim and can contact the customer direct to collect the required additional information.
Q: What is the storage time for voice recordings?

A: The fact that ESA claims are stored electronically does not change the standard retention requirements, they remain as 72 months from date of claim or 14 months after the end of the claim, whichever is the longer.

Q: Can we prompt LAs of the intention to claim at the point of gather?

A: This is not practical at this stage, LAs could receive high numbers of potential claims across a range of benefits with which they can only take limited activity and depending on the completeness of information may have to contact the customer again after the LACI is received. This would also have significant implications on processing times (target calculation).

Q: At what point do customers get reminders if information is outstanding?

A: The customer is advised by the Customer Service (CS) Agent that they must provide all outstanding information and evidence within one month of their call in order for their claim to be progressed. This is also covered on the front page of the covering letter sent with their customer statement as a reminder. No further official follow ups will take place.  

Q: Do the Benefit Delivery Centre (BDC) undertake a Contributions check?

A: Yes, this is the first activity they undertake upon having the claim transferred to them.

Q: The customer is asked ”Do you want to claim HB/CTB?” at the start of the process. If the answer to this question is “no” is the question “Are you currently receiving or in the process of claiming HB/CTB?” still asked?

A: Yes – this question is part of ESA gather so is always asked

Q: Is the customer warned at the start of the call that they will be asked to agree to a declaration at the end of the call?

A: No, not in this release.
Q: Will JCP visit customers in hospital or at home if required?

A: Yes, in very exceptional circumstances where there is absolutely no alternative.
Q: When can the LA’s see on Customer Information System (CIS) that the customer has made an ESA claim?

A: CIS is updated overnight with an ESA interest. LAs therefore should be able to see ESA has been claimed on the day following the CAM user registering the ESA claim. 
Customer Account Management System (CAM)
Q: Can a “not known” option be selected if the customer does not know the answer, so the LAs know the question has been asked? 

A: No, not for this release. If the customer has not been able to provide the information then the field will be blank on the LACI. JCP will have endeavoured to obtain the information prior to the LACI being produced, but if they have been unsuccessful it becomes the LAs responsibility to gather the required information.
Q: Is the LACI sent automatically or does it need a JCP member of staff to manually do something so the LACI is sent?

A: The LACI is sent automatically to the LA when the case is closed on CAM
Q: How will the CAM deal with large scale voluntary transfer? (the customer may advise they are a council tenant).

A: There is no functionality on CAM currently to deliver this. HBSD are working to ensure this is covered in guidance for Contact Centre staff. 

Q: Some LA’s only have the option of payment via BACS, how will this be identified?

A: A full list of payment method options will be available for the customer to choose from, however, HBSD are working to ensure guidance will highlight the possibility that some LAs may only have the option of BACS. 
Local Authority Claim Information (LACI) General

Q: Do we still receive a LACI if a claim becomes defective?

A: Yes, a LACI will still be sent to the LA as legally the customer has made a claim to HB/CTB. The LACI will show “Defective Claim” in the “Case Status” field.

Q: How do you distinguish between customer and partner information on the LACI?

A: Each section always shows the customer details first and then the partners (if applicable).  Sub heading are used to clearly show if the information relates to the customer or the partner.

Q: What if the customer has no records for a certain section eg: employment but the partner does?

A: The initial “strike out” question on the LACI only applies to the customer, so this will show “No”. If the partner has any records then these will be output on the LACI below the initial question and clearly under the partner sub-headings.
Q: What does “Agreement to Claim?” mean under “Partner Details”?

A: This is a “Yes/No” answer to advise if the partner has agreed (or not) to the customer making the ESA claim and including then as the partner.
Q: Will the LAs be informed why an interim award has been made?

A: No, that detail is not included on the LACI.
Q: When will a LACI be produced in cases where the customer is under threat of eviction?

A: The LACI will be sent on the same day as the customer contacts JCP so the LAs will receive it the following day and are therefore aware of the claim. The LACI will only be populated with the information that the customer was able to provide over the phone that day, so it will be clear that the information is incomplete and is therefore an urgent case.

Q: Will the LACI show a reason for why the customer has asked for their  claim to be backdated?

A: No, not for this release. 

Q: Do LAs have to have Government Connect (GC) to receive electronic LACIs?

A: Yes, current plans show that all LAs should have GC by October. However, if this is delayed then a hard copy of the LACI will be produced and sent to the LA as a contingency.
Q: Is it possible to highlight which fields on the LACI are pre-populated from CIS (eg. with an asterisk) ?

A: This is a complex change and we would need to consider the benefits before adding to future requirements

Q: Could all verification fields be shown in bold?

A: They will not be bold for this release, and again we would need to explore the costs and benefits of any potential change. 
Local Authority Claim Information (LACI) Specific

About Customer

Q: What entries go in the address status field?

A: Dead Letter Office (DLO) which means that the Department has issued mail to the customers address but it has been returned indicating they are not living there or No Fixed Abode (NFA). It would be unusual for you to receive a HB/CTB claim in these circumstances, and we suggest that you would need to make further enquiries before paying benefit.
Q: Why do we have an end date for an address?

A: This is connected to residential/correspondence address status - the rule is correspondence address takes priority over residential except where correspondence address has an end date. If the customer is using a correspondence address you may want to make further enquiries to make sure the customer is resident in the address benefit is claimed for. 

Q: What names will be shown on the LACI?

A: The customer name(s) will be pulled through from CIS, the customer’s real name will appear on the front page of the LACI and (if applicable) the customer’s requested name will be shown in the “About Customer” section.
Customer Additional Details

Q: If the customer is currently living away from home do we capture the reason, date when from and date likely to return?

A: CAM establishes if the customer is living away from home but does not ask any supplementary questions.   .

Q: Why do we ask about student payments?

A: This question relates to if a customer and/or partner are paying towards the upkeep of a student who is usually in further education i.e. not necessarily a dependant but could be.  Any money that is paid out in respect of the upkeep may be disregarded when making a calculation of HB.  The decision on whether the money paid out by the customer can be disregarded would rest with LA and would be determined by further questioning by the LA.  These questions act as a trigger for the LA to pursue further questioning.
Other People Who Live With Customer

Q: “Other People Who Live with Customer” – we ask if the person is receiving benefit and a “Yes/No” answer is captured. However, if the answer is “Yes” are the benefit details captured?

A: No, details of which benefit are not captured. LAs would need to  undertake further enquiries. 

Q: “Other People Who Live with Customer” – has a field for “Total Gross . Income”, is a frequency shown?

A: No, the “Total Gross Income” is a weekly figure. 

Q: Do we collect the non-dependants NINO?

A: No, this detail is not collected and therefore not output on the LACI. 

Q: How do we know if the non-dependant pays rent?

A: This would be captured in the “Other Income” section

Q: Do we ask if the non-dependant owns or joint owns the property?

A: No, however, we do ask if the housing costs are shared and, if so, we ask the details of the person who shares the housing costs.
Hospital

Q: When asking about hospitalisation details why do we specify National Health Service (NHS) Hospital only?

A: The reason this question is asked is related to payment of a disability premium - where a customer is in a hospital paid for by the NHS, their premium would be affected - if they are paying privately, it would not. Also, where a joint claim is made, then the partner is in hospital for 52 weeks or more, we need to ask them to make separate claims
Other Benefits

Q: Why do we ask "Has Carer’s Allowance stopped in last 3 months?", there is an 8 week run on?

A: Carer's Allowance does have an 8 week run on - but this question is for overlapping benefit where there is possible backdating. Carer’s Allowance can not be paid to a carer at the same time that the person with disabilities is in receipt of Severe Disability Premium.
Q: If a customer is receiving or waiting to hear about another benefit does the LACI distinguish between whether the customer is actually in receipt or waiting to hear?

A: Yes, the “status” field will be populated in this section of the LACI eg. 

· Claimed and Entitled/Received

· Claimed not yet awarded etc. 

Q: Can more than one “Other Benefit” be captured?

A: Yes, multiple sets of data can be captured

Q:  Why is the customer’s Disability Living Allowance (DLA) rate only captured, and the partner’s DLA/Attendance Allowance (AA) rate is captured, it seems inconsistent?

A: Attendance Allowance is only payable to a person with disabilities who is over 65 (ie. currently not working age), but the partner could be non working age.
Employment

Q: If the customer has multiple set of earning details are these all captured or are they averaged out and one set output onto the LACI?

A: All sets of earning details will be output onto the LACI

Q: Is the frequency of the earnings shown on the LACI?

A: Yes, the frequency of earnings is included on the LACI
Q: Does JCP verify customer/partner self employment details?
A: Yes, JCP ask for accounts

Q: Do JCP check that any earnings are actually paid into accounts that the customer has declared?

A: Not as a general process - there may be general matching initiative type occasions where this type of exercise may be done. If the customer is self employed, JCP will usually use the customer’s self employed accounts, not their personal bank accounts. They will request the accounts for the last tax year and, if trading has not declined significantly this year compared to last, then last year’s accounts will be used as a basis to estimate this year’s earnings.  Personal bank account details, receipts for expenses, etc may be used for verification but often the accounts are enough (especially if audited).

If the accounts are not representative, JCP will look at a more representative assessment period, i.e. the last 3 months, and attribute these forward for the next 3 months.       
Personal or Occupational Pension

Q: On pensions the question “Was maximum income taken” appears, what does this mean?

A: Current laws have been amended so that people turning pension age can work as well as claim their pension. However, state pension can be deferred or declined. If a person would be taken into a higher tax bracket they could defer their state pension until they retire. 

Q: Why do we gather customer permanent health insurance details?

A: This could be potential income that would need to be taken into account.

Savings and Investments

Q: Will the value of shares be shown on the LACI?

A: No, the LACI will show the “Number of Shares” and not the value

Q: For savings and investments why do we ask "Have savings and investments been greater than £5500 in the six months before the date of claim?" rather than £6000?

A: The limit is £6000, but we ask for evidence for anything above £5,500. This is to identify potential deprivation of capital.

Q: When JCP are verifying capital, do they go into more detail and check previous transactions?

A: No, JCP will just verify the capital amount. The only time JCP will look at previous transactions is in deprivation of capital cases. 
Housing Details

Q: Do we capture the Landlord’s residential address?

A: No, just the business address. However, if the landlord is actually in the property this should be declared in the people living with you section.
Q: Is four weekly a frequency option?

A: Yes, four weekly is an option for all frequency fields

Q: We ask “Have you sold a house other than the one you are living in?” How do we deal with customers who have sold their home to a company and are renting it back? 
A: We do not ask this specific detail. If the customer has sold their house and still have the capital from the sale this would be captured under Savings and Investments.  
Q: We ask if anything else is included in the rent - is "supported accommodation" an option that can be selected?

A: No, “supported accommodation is not an option that can be selected.
Q: Why do we ask for the gender of the person liable for paying the rent?

A: Unknown, we will look to removing this in a future release if it is not required.

Q: How will JCP be able to support the customer if they are asked more details about a certain questions e.g. What does long term tenancy mean?

A: The ESA CAM system will have a “Help” facility for JCP staff to use in such circumstances.

Care Home

Q: Why do we collect care home details?

A: We collect these for various reasons - adjusted amounts of benefit/capital disregards/deprivation of capital/partner needing to make a separate claim.
Previous HB/CTB

Q: Could the answer to the question “Claimed HB/CTB before?” be shown on the front page of the LACI?

A: No, not for this release. 

Method of Payment

Q: Do customers who rent from a Housing Association have the option of having their benefit paid to their landlord?

A: Payment to Landlord is an option for cases where the customer rents from “Housing Association” or “Other” and the Landlord’s method of payment details will be output onto the LACI.

Other

Q: How does ESA impact on In and Out of Work ?

A: The In and Out of Work scope does not include ESA cases. 
Q: If a customer has other bank accounts are the bank account details collected e.g bank, account number?

A: No, we do not capture the bank details of any other account other than the account that the customer has their benefit paid into. JCP have received legal advice that they cannot collect this information as it does not relate to the assessment of benefit. It is only the amounts in these accounts that could affect the rate of benefit.
Q: Can we see a copy of what the customer receives?

A: A copy of the customer statement template and covering letter will be placed on our website for reference, together with the other documentation from the seminar (draft templates were available at the majority of seminars)

Q: Is ESA more like Customer Management System (CMS) rather than Pensions?

A: A bit of both. We collect all the HB/CTB information, as we do on CMS, but CMS sends the information across to the LA sooner than ESA. However, the system that is used to do this is the CAM, which is the system used by Pensions.

Q: If the customer’s identification is verified by JCP, then how would a LACI ever be produced with a Customer Reference Number (CRN)?

A: The only situation where JCP will not have verified the customer’s identity is if a LACI is received by the LA quoting a CRN number rather than a NINO. The LAs will then know that JCP have not verified the customer’s identity in these cases.

Q: Will the Housing Benefit Matching System (HBMS) match the real name or requested name?

A: The real name will appear on the front page of the LACI, this is the name on the birth certificate or if changed legally for example on marriage or by deed poll. The requested name is the name the customer wishes to use, this will appear in the “Customer Details” section of the LACI. Both names will be held on CIS.

Q: The links to the Department for Work and Pensions (DWP) website do not work?

A: A new website has been launched – see Housing Benefit (HB) Direct Issue 91 July 2009 and the HB/CTB General Information Bulletin (GIB) G12/2009 – new website link http://www.dwp.gov.uk/local-authority-staff/housing-benefit/claims-processing/operational-manuals/
Q: Can customers claim ESA on-line?

A: No, customers cannot register an ESA claim on-line at the moment. Customers can use an ESA on-line form to register an intent to claim. The form is accessed via Tactical e-Services (TeS) and, on completion, generates a call back to the customer from the Contact Centre in order to take the claim details.
Q: Can the notifications be produced in Welsh?

A: Yes, the customer notifications can be produced in Welsh. This applies if the customer has a Welsh postcode and also wishes to conduct their business in Welsh. The LACI will only be produced in English

Q: What language options are offered to the customer, LA’s cannot correspond in all languages?

A: English and Welsh only will be offered for customer correspondence.

Q: Can CIS guidance be updated including a clear set of acronyms?

A: This will be progressed with the LA Support Team that has responsibility for the CIS guidance.

Q: Does correspondence advise customers of the need to notify LAs of change of circumstances?

A: Yes, this is included in the customer statement declaration
Q: What is the definition of Personal Acting Body (PAB) and Corporate Other Payee (COP)?

A: An appointee is a person authorised by the Secretary of State to act on behalf of the customer. These could include:

· Personal Acting Body (PAB) e.g. receiver, controller, curator bonis, guardian, tutor, attorney

· Corporate Other Payee (COP) e.g. corporate organisations i.e. a Local Authority, a Nursing Home, an Area Health Authority, a firm of solicitors, receiver, controller, attorney  

Q: What is the definition of non-tenant?

A: A non-tenant is any other occupant that is not the tenant. A tenant is defined as anyone (other than a member of claimant’s ‘family’, a ‘boarder’ or another joint occupier) who pays or has a liability to pay a claimant who is an owner-occupier to live in part of their accommodation.
Q: How do the BDC know that there is a case to action on CAM?

A: The Contact Centre transfer the case to the BDC on CAM which changes the “case status” on CAM, the case will appear on the BDC work schedule.

Q: Does JCP rely on the customer to tell them which LA they claim from?

A: No, this is automatically determined by using the customer’s postcode. The postcode file is updated quarterly. There is a current live issue with a very small number of postcodes that have an incorrect mapping to LA.
Q: Why will the LACI only be transferred in PDF format?

A: The XML transfer is still under development and is planned for a future date. The PDF transfer has been simpler to develop in time for October 2009.

Q: Do LA’s nil the HB/CTB claim if a LACI is received for a defective claim?

A: This will be the individual LA’s decision taking into account the customer’s circumstances on such cases.
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