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In and Out of Work Pilot High Level Process: Out of Work Process

Initial Telephone Call 
Collect info required for JSA/ 
IS Claim
Establish any TC interest 
Establish any HB/CTB  
interest

Book first available WFI. Tell 
customer they will receive a 
reminder call. 
Inform customer of all evidence 
they are required to bring to WFI
RR – issue RR pack if WFI more 
than 3 days away. 

At End of Call
Identify cases requiring 
preview activity by the BDC. 
Update CMS notes
Send e -mail to BDC and 
copy to Jobcentre

Tax Credit Interest 
Conduct 3 -way call with TCO to  
notify TC of change in  
circumstances & obtain and TC run 
on details Do not issue customer  
statement 

Contact  
Centres 

BDC receive notification of  
cases requiring preview Undertake preview .

Update  CMS notes
Notify Jobcentre of action  
taken and action required 
at FA interview by e -mail

Check group e - mail  
box

Customer attends FA 
interview

Copy checklist for any 
missing HB/CTB evidence 
and give copy to 
customer, stressing 
importance of returning to 
LA quickly 

Customers not 
contacted by the BDC 
will be contacted to 
remind them of WFI 
appointment

Check customer 
provided all evidence 
(inc HB/CTB) 
Copy and stamp any 
evidence
Complete HB/CTB 
evidence checklist

If private tenant and 
landlord is not LA 
social registered, 
issue Landlord  
declaration form 
which customer sends 
direct to LA 

Personal Advisor 
conducts WFI and 
issues Into Work 
leaflet & advises of 
Into work Process

Receive claim form and 
all documentary evidence  
from Jobcentre Plus 
Office .
Check CMS notes for 
any action taken by FA
Process claim

Benefit  
Delivery  
Centres 

Jobcentre 
Plus Offices

Claims in scope = All JSA and IS cases with immediate WFIs (Lone Parents)

LA input  document, copied  
evidence and HB/CTB checklist  
sent to LA on same day.  
Update CMS notes for BDC  
action.
Send all evidence to the BDC 

HB Interest
Gather all details as 
requested in CMS 
Advise customer to bring all 
documentary evidence to 
WFI


