Customer Management System - a new way of claiming Housing and/or Council Tax Benefit

What is the Customer Management System (CMS)?

CMS is a telephone -based claim process.

Under CMS working age people will make their new or repeat claim for Jobseeker's Allowance (JSA), Income Support (IS) or Incapacity Benefit (IB) by calling Jobcentre Plus and their claim details will be taken over the telephone. They will also make their claim for Housing Benefit and/or Council Tax Benefit (HB/CTB) at the same time.

This means that once CMS is introduced in your local Jobcentre Plus District working age customers, who make a claim for JSA, IS or IB will no longer need to fill in a paper claim form if they wish to claim HB/CTB.

What does CMS mean for tenants?

Working age people wanting to claim benefit should initially contact Jobcentre Plus by telephone on a locally advertised number. Jobcentre Plus staff will take some basic claim information from them. This telephone call will be charged at a local rate. Then Jobcentre Plus will call the customer back at an agreed time to gather the more detailed information needed for their benefit claims. During this telephone call information needed for the HB/CTB claim will also be collected.  In some instances, where the customer is able a single call will be made to collect the details and evidence.

Where the customer is not required to attend for a Work Focused Interview, the information that is given over the telephone will be printed out and sent to the customer for them to check and sign. The customer will return this printed information, along with any documents needed to support their benefit claim, to their local Jobcentre Plus office.  Where the customer is attending for a WFI however, they will be told which evidence they need to bring with them.  The customer statement will then be printed out at the WFI and the customer will be asked to confirm and sign the document.  Once the customer has provided all the necessary information and supporting documents, Jobcentre Plus will pass the HB/CTB claim details on to the appropriate local authority.

This new process for new and repeat claims has a number of advantages.  Most importantly, customers will only need to provide information once for a number of benefit claims. Jobcentre Plus staff will be able to explain what information the customer has to provide and answer any queries customers may have about the claim process. This should mean that fuller and more accurate information is obtained from customers. Tenants will still need to report any changes in their circumstances affecting HB/CTB direct to their local authority.

Who will decide entitlement to HB under CMS?

The local authority is still responsible for working out entitlement to HB/CTB and it will still need to ask some customers to provide additional documentation, for example proof of rent, before the claim can be processed.

What does CMS mean for landlords?

This new approach will mean some changes in how local authorities deal with enquiries about Housing and/or Council Tax Benefit claims from tenants and landlords. Although tenants will still be able to give their consent for the local authority to disclose details and progress on their HB claim to their landlord, the consent will be obtained at the same time as Jobcentre Plus takes other claim information. This means that a local authority will not be aware of the existence of a claim for HB/CTB, nor that the tenant has given consent to disclose information to the landlord, until it receives claim information from Jobcentre Plus. As detailed above, this will be when the customer has provided all the information and evidence needed to support their claim to Jobcentre Plus. It is possible; therefore, that the LA will need to contact Jobcentre Plus if it receives an enquiry from a tenant or landlord about a HB/CTB claim before it has received the claim.

