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Abbreviations 
(Back to contents)

 
ABM   Assistant Manager (Benefits) 
 

ARM   Assistant Manager (Revenues) 
 

AFM   Assistant Manager (Fraud) 
 

ADPEN  Administrative Penalty 
 

AIF   Assessed Income Figure 
 

BA   Benefits Agency 
BACS   Banking Automated Clearing Service 
BFI   Benefit Fraud Inspectorate 
BO   Benefits Officer 
BSU   Business Support Unit 
BSM   Business Support Manager 
BVPI   Best Value Performance Indicator 
CAB   Citizens Advice Bureau 
CIPFA  Chartered Institute for Public Finance Association   
CFID   Central Fraud Investigation Division 
CFIS    Counter Fraud Investigation Service 
CMB    Corporate Management Board 
CPIA   Criminal Procedure and Investigation Act 1996 
CTB    Council Tax Benefit 
DHP    Discretionary Housing Payments 
DNR   Do Not Redirect 
DVLC   Driver and Vehicle Licensing Agency 
DWP   Department for Work and Pensions 
EEA   European Economic Agreement 
EU   European Union 
FIM   Fraud Investigation Manual 
FIMS   Fraud Investigation Management System 
HA   Housing Assistant or Housing Association 
HB    Housing Benefit 
HBMS   Housing Benefit Matching Service 
HRA   Human Rights Act 1998 
HRHM   Head of Revenues and Housing Management 
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HRM   Human Resources Manager 
HSO   Health and Safety Officer or Housing Strategy Officer 
ICT   Information Communication Technology 
ID   Identification 
 
IPF   Institute of Public Finance 
 
IT   Information Technology 
IS   Income Support 
ISA   Instant Savings Account 
JSA   Jobseeker’s Allowance 
JSA(CB/CONT) Jobseeker’s Allowance (Contribution Based) 
JSA(IB)  Jobseeker’s Allowance Income Based 
LA   Local Authority 
LAA   Local Government Association(s) 
LTAHAW  Living Together As Husband and Wife 
NAFN   National Anti Fraud Network 
NINO   National Insurance Number 
NFI   National Fraud Initiative 
NON-DEP  Non-dependant 
NVQ   National Vocational Qualification 
ODMP  Office of the Deputy Prime Minister 
OIU   Operational Intelligence Unit 
OPO   Overpayment Officer 
PACE   Police and Criminal Evidence Act 1984 
PEP   Personal Equity Plan 
PKF   External Auditor 
PM   Personnel Manager 
PPO   Project and Publicity Officer 
PSU   Professional Standards Unit 
PV   Potentially Violent 
RAT(S)  Remote Access Terminal 
RBM   Revenue and Benefits Manager 
 
RDC   Rochford District Council 
 
RID   Revenues Investigation Department 
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RIPA   Regulation of Investigatory Powers Act 2000 
SAFE   Security Against Fraud and Error 
SBO   Senior Benefits Office 
SRO   Senior Recovery Officer 
SLA   Service Level Agreement 
SMART  Specific, Measurable, Achievable, Realistic, Time-Bound 
STATS  Statistics 
TAS   Third Age Service 
TESSA  Tax Exempt Special Savings Account 
TO   Training Officer 
TL   Team Leader 
UK   United Kingdom 
VF   Verification Framework 
VOA   Valuation Office Agency 
VIV   Vivista 
WBS   Weekly Benefit Savings 
WIB/WIBS  Weekly Incorrect Benefit  
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Rochford District Council  

Customer Charter 
(back to contents)

 
 

Making the Vision a reality 

 we want to meet our vision of an excellent 
service 

 
Our
 

ct from us 

• What we expect from you 

ing goes wrong 

e provide: 

rvice of the highest quality. We cannot do 

We will treat you as an individual by offering you a quality of service that seeks to 

meet your needs. 

Our Customer Charter tells you how

 Customer Charter tells you: 

• About the services we provide 

• What you can expe

• What to do if someth

• How to contact us 
 
The services w
The Revenues and Benefits Services include Council Tax billing and administration, 

National Non-Domestic Rates and Benefits administration. 

 

The Council is committed to delivering a se

this without your commitment as well. The following information sets out what service 

we will provide to you and what we need and expect in return. 

 

What you can expect from us: 
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e will deal with you fairly and in a helpful, polite and friendly way.W
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istake. 

 

When
 
Wh  t 

soone

 

If you om 

receipt of your request. 

 

e will answer your correspondence as clearly as possible and covering all the points 

stion immediately we will ask for further 

information or tell you who to contact so that your question can be dealt with. 

 

When you call us we will answer your call within 30 seconds. 

If w c r call within a maximum 

of 4 h

 

You can call us anytime from 8am to 8pm 

noon and speak to a dedicated Customer Service Advisor. If you call after this time 

you can leave a message on our voicemail 

24 hours of the offices opening. 

 

When you come and see us at our Rochford

of your arrival at reception. 

 

If y u  something in 

com le ilable, or 

ma  

 

Wh  themselves 

and f rm we work for Rochford.

 

We will apologise and put things right quickly if we make a m

 you contact us: 

en you write to us we will aim to reply within a maximum of 5 working days if no

r. 

e-mail us, we will respond to you within a maximum of two working days fr

W

raised. If we cannot answer your que

e annot resolve your query immediately we will return you

8 ours with the answer. 

Monday to Friday and Saturday 9am to 12 

system and we will return your call within 

 Offices we will see you within 10 minutes 

o  have private and confidential information or wish to discuss

p te privacy, we can offer you a private interview room, if one is ava

ke an appointment for another time. 

en we visit you our officers will carry formal identification and introduce 

 i  you wish to you can ring the offices to confi
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If y u need special help we can do any of the following: 

 offices by any other means; 

 We can arrange for an interpreter if your first language is not English; 

• 

aud

• We have a hearing loop system that enables people whom are hard of hearing; 

c

offic

• 

 
The Re

• n

• 

• Give you a choice of how to contact us; 

• 

• Make special arrangements if you have problems paying your Council Tax or 

Business Rates; 

ualified advisors if you have problems with 

debt management; 

been made; 

• Tell you how to claim for benefit and keep you informed how your claim is 

• Assess your claim within 14 days of receiving the correct information; 

ree with our decision; 

• Take all action necessary to prevent fraudulent claims being made; 

• Recover overpayments of benefit quickly but fairly;

o

• We can visit you at your home if you have a disability, are elderly or are unable 

to get to the

•

We can arrange for our forms and leaflets to be provided in Braille, large print, 

io tape or in a different language; 

to learly hear what our customer advisor is telling them when they visit our 

es; 

We have wheelchair access to our specially designed new reception area; 

venues and Benefits team will: 

Se d bills and letters that are clear and accurate; 

Give you a choice of payment options; 

Give at least 14 days notice of changes to instalments; 

• Offer you monetary advice from q

• Take prompt action to recover outstanding Council Tax and Business Rates if 

arrangements to pay have not 

progressing regularly; 

• Acknowledge your claim within 5 working days; 

• Return any original documents sent to us within 2 working days; 

• Help you understand how your benefit has been calculated; 

• Give you advice on how to appeal if you disag
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 from you: 

to be treated by us or other customers, 

and that you:- 

format , to be 

able to calculate your benefit entitlement or Council Tax discount as quickly 

• Tell us immediately if you have any changes in your circumstance that may 

• Ensure that your payments are made on time; 

• Contact us immediately if you are having problems in making payments; 

ce number 

to hand; 

ve failed to do, 

en please contact us immediately. 

e treat all complaints very seriously and they are looked at by someone,  who has 

ot been involved with the process in detail. If they are serious complaints they can be 

ferred upwards in accordance with the Council’s complaints procedure. 

ochford has a publicised complaints procedure and a complaints form that can be 

und on our website or at our main reception areas.

What we expect
 
Treat us in the same way as you would like 

 

• Provide all the necessary proof we require, in the required 

as possible; 

affect your Benefit entitlement or Council Tax discounts; 

• Pay back any overpayments of benefit as quickly as possible; 

• Try and respond to our requests as soon as you possibly can; 

• When contacting us by phone always have your account/referen

• Be polite to us, we are here to help, abusive language or aggressive 

behaviour will not be tolerated. 

 

What to do if something goes wrong 
 

If you want to complain about the service or there is something we ha

th

 

W

n

re

 

R

fo
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How to contact us 
To contact the Revenues and Benefits section you can call us in the following 

numbers depending on the nature of your call: 

 
Council Tax and Benefit enquiries  01702 318197 

       01702 318198 

 

Benefit Fraud Hotline    01702 318041 

 

ecovery Section     01702 318019 

 

If you wish to e-mail us  

 

You can call in to Rochford offices ay to Thursday 8.30 – 5.00 

        y 8.30 – 4.30  

ou a Revenues and Benefits section 

       Rochford rict Council  

Street 

      Rochford  

 

      SS4 1BW   

 

 

 

 

 

 

 

R

   revenues&benefits@rochford.gov.uk 

  Mond

Frida

 

Y  c n write to us at     

Dist

       7 South 

 

      Essex  
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Rochford District Council 

Our Vision 
(back to contents)  

 
Rochford District Council’s Revenues & Benefit Section is committed to 

Working in partnership to deliver an excellent service 

We will do this by 
 

• Communicating well internally and externally 

• Working together to deliver one vision 

• Leading and motivating staff to achieve their potential 
 

• Effectively using resources to achieve our goals 
 

• To continuously improve and develop ourselves as individuals and as an 
organisation to achieve our full potential 

 
• Working together 

 
• Being responsive 

 
• Consulting staff, our customers and partners 

• Celebrating our successes 
 
 
 
 
 
 

 

 

 

as a team to deliver our services 

to customers and staff needs 
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Operational Plan 
(back to contents)

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 



      

- 14 - 

 

ontents 

 
A

Sectio
 
Sectio
 
Sectio
 

E

Sectio
 

 

 

 

 
 
 
 
 

 
 
C
 

Section   Preface       
 

n B  Executive Summary      

n C  Policy and Objectives     

n D  Strategy and Implementation     

Section   Operational Procedures     
 

n F  Service Improvement     

Improvement Plans     

Monitoring the Operational Plan   

Organisational Structure     

Policies and Procedures     
 
 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



      

- 15 - 

 

I EFACE 
 

1. 
 
1.1 

l Tax Benefits (CTB) and to act against fraud, 
under the general direction and guidance of the Department for Work and 

ncil tax. 

1.3 

comes from a mixed or ethnic minority 
 of the district is rural in nature where difficulties with public 

 and Wales and 8% for 

 
 
 

 
SECT ON A  PR

 
Introduction 

Rochford District Council has a statutory duty to administer and deliver 
Housing Benefits (HB) and Counci

Pensions (DWP).  HB consists of Rent Allowances payable to the tenants of 
private landlords and Housing Associations, and Rent Rebates, payable as 
credits against rent to council tenants.  CTB provides financial assistance to 
council taxpayers, both tenants and owner/occupiers and is paid as a credit 
against cou

1.2 It also has a duty to collect Council Tax (CT) and National Non Domestic 
Rates (NNDR) under the general direction of the Department for Communities 
and Local Government.  

Generally, Rochford is a prosperous area but there are pockets of relative 
deprivation. Overall, the District has a population of 79,100 in an area of 65 
square miles. 1.7% of this population 
background.  Much
transport are common.  Approximately 86% of the District’s 33,689 households 
are owner occupied, 8% live in social rented housing and 6% rent privately.  
The population is ageing with people living longer and a declining birth rate.  
This trend is higher than the national average with an increase of 30% forecast 
in those over 85 by 2011, compared to 3.4% in England

ssex. E
 

The benefits case load for Rochford in May 2006 was as follows: 1.4 
 

 Council Tenant Rate Rebates 1107 
 Private Tenant Rent Allowances 1403 
 Council Tax Benefits  2153     
      4663 

The number of Council Tax dwellings at the end of June 2006 was 33,824 

 
 
 
 

The number of business premises at the end of June 2006 was 1929  
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unding 

sents a substantial financial input into the 

 
1.6 

which approximates to 

 Council Tax and NNDR elements of the 
was approximately £613,000 for the financial 

year 2005/06, this administration cost is met from the General fund. However, 

 
1.5  F

 The cost of HB and CTB repre
economy of Rochford District.  At £13.5m (2005/06) the overall sum paid in 
benefits far exceeds the cost of all the Council’s other services put together and 
in terms of gross expenditure from Council Tax at £8.6m (2005/06) is equivalent 
to 157% of the Council’s budget.  

For operating the service, the Council receives an administration cost subsidy 
from the Department for Work and Pensions (DWP), 
35% of the running costs, leaving 65% to be funded by the District Council.  In 
2005/06 the cost to the Council’s budget, after allowing for central support, was 
463,137. £

 
1.7 The cost of administering the

Revenues and Benefits service 

for the same financial year £35 million was collected in Council Tax and £12 
million in NNDR.  

 
1.8  External inspection
 The Revenues and Benefits service is subject to inspection by the Benefits 

Fraud Inspectorate (BFI).  It is also subject to audit by the External Auditor and 
is a key element in the Comprehensive Performance Assessment (CPA) under 

 
 

2.
 

 
  

rovides 
nt, effective, and secure HB and CTB 

mprove. The PS has been divided into 

rall ranking assessment for 
re is weighted dependent on its 

mparison to the enablers.  
 

ance Measures, 16 Enablers 
• Security - 7 Performance Measures, 21 Enablers 

which the Government seeks to measure and improve the corporate 
performance and service delivery of local authorities.     

 Performance Standards 

2.1 In 2005, the DWP and the BFI issued an amended version of the HB/CTB 
Performance Standards Framework. The Performance Standards (PS) cover
the full picture of what makes an effective and secure housing benefit service.
They are intended to facilitate an assessment of whether an authority p
a modern, customer-focused, efficie
service that is continuously seeking to i
four functional areas, which consist of performance measures and enablers, 
which you need to achieve in order to reach an ove
the Benefits service. Each performance measu
importance to the overall service and in turn the performance measures are 
weighted higher in scoring terms in co

The four areas are split into the following: 
• Claims Administration – 9 Perform

• User Focus – 3 Performance Measures, 12 Enablers 
• Resource Management – 0 Performance Measures,16 Enablers
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3. 

3.1 ’s aims and objectives 

best practice including policy 
tives for the council.  The plan identifies 

 

ieve its objectives.  Ownership of the Plan is vested in Members, 

ome of which can be delivered directly by relevant departments, whilst others 

elp to deliver the overall vision of the authority and 
 particular the first, fourth and fifth aim are of particular relevance to the section.  

 
 
Status of the Operational Plan 

 
 The Operational Plan is a high level statement of the Council

linked to specific actions.  It provides for identifying compliance and variation 
with the Performance Standards, the CPA and 
issues, priorities, key actions and objec
required inputs, risks and targets for performance monitoring in relation to 
corporate strategies as well as performance standards. 

3.2 The Operational Plan is adopted by the Council as a primary statement of policy 
and commitment in relation to Revenues & Benefits. 
 

 
SECTION B  EXECUTIVE SUMMARY 
 
 
This Operational Plan links the Council’s vision for the Revenues & Benefits Service 
with the management processes and organisational procedures that will enable the 
Council to ach
Management and Staff.  It is a working document, kept under constant review but may 
only be varied with approval at the highest level of management. 
 
The Council’s vision for the future is a simple one that the Revenues & Benefits 
section has an integral role to play if the vision is to be come a reality. The vision is: 
 

“To make Rochford the place of choice in the County to live, work and visit” 
 

To help achieve this vision the Council has adopted 6 corporate aims and 6 core 
values s
including all the core values should be carried out by all departments and staff 
throughout the authority. The 6 aims are to: 

• Provide quality, cost effective services; 

• Work towards a safer and more caring community; 

• Provide a green and sustainable environment; 

• Encourage a thriving local economy; 

• Improve the quality of life for people in the district; 

• Maintain and enhance our local heritage 
 
The Revenues & Benefits Service h
in
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he core values are: 

• Act with integrity 

• Be open and transparent about what we do 

 on what we do 

• Work with others to improve what e do both directly and through partnership 

The at the Revenues and Benefits 
Service is trying to achieve by its vision 
exc e values 

odernisation and change as the welfare benefits scheme is adapted to 
eet the needs of customers and the priorities of Government.  Service delivery must, 

riving, in best value terms, for continual 
provement. 

d the nature of local government in Essex, 
e Council is open to partnership arrangements and will both investigate and 

 
tor. 

ncil 
 the 

eed of revenues 
nd benefits advice are sign-posted to the services we offer.  Procedures within these 

ks exist. Joint funding from DWP has 
mit t to the Council’s 12 sheltered housing 

chemes across the District, permitting those in rural areas to access the service more 

The service will ensure that we remain customer focussed, helping those who need 
 that there are no barriers to work. 

complementary service; in 
n the District and will work 

its take-up campaign in these 

Revenues Best Practice Model and the principles of best value.   
The Standards and Targets set out in this document demonstrate how Rochford’s 

nity, injecting over £13m into 
the economy and ensuring that those most in need of help and assistance are 

 

T

• Respect others and treat people courteously and equally 

• Be responsive to customer’s needs and requests 

• Always try and improve

working 
 6 core values apply to and affect everything th

of “Working in partnership to deliver an 
ell nt service” and, indeed, without these overarching aims and core 

Revenues and Benefits’ own vision and Customer Charter is meaningless. 
The Council recognises that the Revenues and Benefits Service is passing through a 
period of m
m
likewise, be under constant review, always st
im
Due to Rochford’s geographical location an
th
welcome opportunities for working in partnership with other authorities or with the
private sec
However, we recognise that there is scope for service improvement within the Cou
itself, by working closer with other service sections like Housing Management and

omelessness and Housing Advice Team to ensure that those in nH
a
sections will be amended to ensure these lin
er ted the Benefits Service to be rolled oup

s
easily. 

assistance with housing costs and ensuring
We will work with partner organisations to promote a 
particular we have identified pockets of deprivation withi
with the STAR Partnership to deliver a targeted Benef
areas to ensure that those entitled to help, receive it. 
We are totally committed to the Housing Benefits Performance Standards, CIPFA 

Revenues & Benefits Service is at the hub of the commu

provided with a first class service. 
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e district, Rochford has also developed some key 

rojects/service developments for 2006/07, and the Revenues and Benefits Service 
lays a major part in delivering some of them, reflected by separate targets and action 

 
& Benefits are 

 

 

All of the Revenues & Benefits policies, procedures and targets in this document 
o specific key aims for Revenues 

& Benefits. 

 
 

pted key core values of the 
authority. 

The following objectives and values link up to the core values in particular but are 

 

4. Primary Objectives – Service Provision 

 
4.1 Communicating well internally and externally; 

Working together to deliver one vision; 

 Leading and motivating staff to achieve their potential; 

4.5 To 

4.6 Wo

4.7 Being responsive to customers and staff need

 
 

To support the 6 aims for th
p
p
plans later in this document. 

The key aims the authority has identified this year that affect Revenues 

• Continued improvement of the Benefit Service 

• Work towards receiving Charter mark status for Revenues and Benefits 

should relate back to the six principal aims or the tw

 
 
SECTION C  POLICY AND OBJECTIVES

The section’s Policies and Objectives derive from the ado

 

relevant to all the aims and core values that the authority stands for. 

 

 

4.2 

4.3

4.4 Effectively using resources to achieve our goals; 

continuously improve and develop ourselves as individuals and as an 

organisation to achieve our full potential; 

rking together as a team to deliver our services; 
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4.9 Ce

  

.2 Increase recovery of housing benefit overpayments to 37%; 

.5 enefit change of circumstances; 

.9 Maximise the take up of Direct Debit; 

0 rs regularly about our service; 

5.12 Continue to look for efficiency gains and saving by 

working in partnership;  

 

 
6.1 es have not been prioritised 

 any particular order as some of the objectives are for continuous 

 has a specific action 
plan with targets or has overall aims and objectives, which are clearly illustrated 
later in this document. 

 

4.8 Consulting staff, our customers and partners; 

lebrating our successes. 

 

5. Primary Objectives – Service Delivery

5.1 Reduce the average time for processing new claims to 24 days; 

5

5.3 Obtain a Charter mark accreditation for the Revenues & Benefits Service; 

5.4 Increase the level of Council Tax Collection; 

Reduce the average time for processing b5

5.6 Increase the levels of fraud detection and increase fraud prevention; 

5.7 Improve the training potential of staff; 

5.8 Maximise the accuracy levels of benefits processing; 

5

5.1 Consult our custome

5.11 Achieve 100% of the new performance standards; 

6. Prioritising of Objectives  

The Section’s 12 service improvement objectiv
in
improvement over time without specific dates and targets, such as consulting 
our customers and partnership working, whereas other objectives have key 
milestone dates with specific completion dates, like the Housing Benefit 
Performance Standards. Each of the twelve objectives
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 service improvement objectives the section also has 
anned activities which are important in themselves, as 

wit

 
 
7. Revenues & Benefits Service Values 

 
7.1 A R e ommitted to achieve all 

its g l
 
7.2 Com i  carry out service self-

ass s
 
7.3 Com i

in accordance with best value principles. 
 
7.4 Ser e  an improvement plan, which 

is re e
 
7.5 A w f ated and rewarded for its success 
 
7.6 A commitment to our vision and Customer Charter. 
 
 
8. Com l
 
8.1 Management and operational activiti

Performance Standards, supplemented by a set of locally determined aims and 
obje iv

 
8.2 Policies and procedures are being reviewed and developed to achieve all the 

HB/CTB Performance Standards over the 3-year period from 2005. 
 

8.3 The Council will also seek to identify how the Revenues and Benefits Service 
com e ategies both internally and in partnership with 
our y ragraph 9. 
 

.4 Change will be managed through a step-change approach managed through a 
series of Improvement Plans and Action Plans.  Improvement will take account 
of customers needs and views expressed through consultation and will be 
visible and apparent to service users and stakeholders. 

 
6.2 As well as these 12

other objectives and pl
hout these some of the key objectives and the vision for Rochford’s 

Revenues and Benefits team will not be met.  

ev nues & Benefits Team that is determined and c
oa s. 

m tment to the HB/CTB Performance Standards, to
es ment to identity performance levels in all areas. 

m tment to the concept of Best Value and to the conduct of service reviews 

vic  improvement and constant maintenance of
vi wed annually. 

ork orce that is well trained, motiv

p iance with Performance Standards  

es are analysed against the national 

ct es. 

pl ments the aims of wider str
 ke  stakeholders, as identified at pa

8
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• Benefit claimants and their dependants; 

ax payers; 

• 
• 

• 

pecialist Units; 

• 
• 
• The Appeals Tribunals service 

• Magistrates Court; 

• Debt Recovery Organisations; 
• Bailiffs & tracing agents. 

 
 
9. Key Stakeholders 
 
9.1 The key stakeholders in relation to Rochford’s Revenues and Benefits 

service have been identified as follows: 

• The general public; 
• Council t
• Occupiers of commercial properties; 

Private tenants and tenants of social landlords; 
Council tenants; 

• Landlords; 
The Department for Work and Pensions (DWP); 
Departm• ent for Communities and Local Government (DCLG); 

• Local offices of DWP including Job Centre Plus and the Pensions 
Service; 
Fraud intelligence agencies and S• 

• Operational Intelligence Unit (OIU – DWP) 
• Counter Fraud Investigation Service (CFIS – DWP) 
• Investigation Officers in other authorities and public bodies; 
• Benefits Fraud Inspectorate; 
• Audit Commission; 

The Rent Service; 
Third Age Service (TAS) (Pension Service) 

• Housing Benefits Matching Service (HBMS) 
• Other departments within the authority; 
• Citizens Advice Bureau; 
• Essex Revenues Managers; 
• Essex Benefits Managers; 
• Neighbouring authorities; 
• Land Registry; 

• County Court; 
• Essex County Council; 
• HM Revenue & Customs; 
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0. Operational Policies 

l’s approach will be visible and apparent to customers and 
stakeholders by the demonstration of a structured approach to service delivery. 

10.2 

• By learning from good practice, best value and the HB/CTB 

y on a cost share 

 stop duplication and resolve capacity issues as 
well as finding efficiency savings. 

 
event backlogs occurring - identifying early 

signs of backlogs and diverting resources to maintain service delivery; 
t customer 

expectations - securing appropriate funding to ensure team members 

 
10.4 

 to a comprehensive training programme for new staff, update 
training for existing employees and refresher training.  Training needs are 

external training courses. 

 
 

 
 
 
 

 
 

 
1
 
10.1 The Counci

 
The Council will strive for efficiency savings and value-for-money 
improvements: 

Performance Standards -aiming to maximise income and using ‘spend 
to save’ techniques; 

• By using the latest technology to enhance performance and efficiency 
savings - bidding for funds to introduce technolog
basis; 

• By working in partnership with neighbouring authorities, similar districts 
or the private sector to

  
10.3 Minimising or eliminating backlogs will be an operational priority: 

• By prioritising work to pr

• Ensuring staff are trained, motivated and resourced to mee

are suitably skilled and rewarded for effort. 

The Council recognises the crucial role of training for staff and managers.  It is 
committed

monitored as part of the staff appraisal process of individual Performance 
Development Reviews as well as the direct assessment of training needs by 
supervisors and managers.  Training is provided by in-house provision, and by 

 
 
10.5 The Council’s approach will be to set SMART targets - Specific, Measurable, 

Achievable, Relevant and Time-bound. 
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SECTION D  STRATEGY AND IMPLEMENTATION 

 
11. 
 
11.1 ires 

a comprehensive partnership approach involving Members, the Senior 
Management Team, Service Managers and operational staff. 

1.2 Resource allocation is a matter of judgement for Members, advised by senior 
management, having due regard to competing demands on the Council’s 
finances, but these decisions will be made through an informed approach 
based on policy, performance measures, and risk analysis.  

The key actions required to achieve the Council’s objectives are to be 
structured to a firm timetable. 

1.4 Success will be measured by regard to Performance Standards, CIPFA’s Best 
Practice model for Revenues and the quality of supporting evidence indicating 
the Council’s level of attainment. 

1.5 A key factor will be a Comprehensive Annual Performance Review. 

1.6 Local targets and standards will be set, reviewed and monitored annually but 
may be subject to intermediate amendment and adjustment if new 
developments or new priorities require flexibility and are adopted with corporate 
approval. 

1.7 Monitoring of performance and reporting variations against targets, together 
with any remedial actions, is a key function of operational management. 

2. Comprehensive Annual Performance Review 

To be undertaken annually each October based on the September quarter 
performance statistics. The review is to identify performance against the 
Performance Standards, Best Value Performance Indicators other local 
performance indicators. 

12.2 The Annual Review is the opportunity for Members to review policy issues, 
including targets and standards, as well as performance.  The timing is 
calculated to enable resource issues to be linked to the budgetary process for 
the next financial year. 

 

 

Strategy 

The Council’s framework for development of operational policies requ

 
1

 
11.3 

 
1

 
1
 
1

 
1

 

1

12.1 
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e hub of the 
Council’s wider responsibilities in relation to housing and related services: 

 
 
 

 

 
 
 
 

 
 
 
 
 
 

 

 
 
 
 
            Figure (i)

12.3 The Review will confirm standards and set challenging targets for the coming 
year, including the level of achievement to be targeted against and targets will 
be linked to corporate priorities as identified in the Corporate Plan.  The 
diagram at figure (i) illustrates how Revenues and Benefits are at th

 
Figure (i) Housing Benefit at the Hub of the Community Housing Environment 

 
 

 
 
 

 
 

 

 

 
 HOMELESSNESS 

 
 
DECENT 
HOMES 

 
SUPPORTING 

PEOPLE 

 

COUNCIL TAX 
COLLECTION 

      
 

      RENT  
COLLECTION 
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 ou  Annual Performance Review will generate the 
s related to 

imetables a
 
13. Targets and Standards 

13.1 Rochford’s key objectives are that Revenues and Benefits should be 
delivered accurately and in a timely fashion.  The priorities identified have been 
built upon by the adoption of the operational policies in paragraph 10 and are 
further fine d 
and monitored by a series of Policy Pr
Plans. 

 
13.2 Risks aris

considered in
included at pa

 
13.3  

i) claims to 24 

 
This forms part of the processing of claims Performance Standard 
b i cted 
fo p ent 
is o

 position

 
12.4 The tcome of the

requirements for any necessary Improvement Plans and Action Plan
specific fun d ctional areas, including define success factors with goals, 
t nd milestones, together with monitoring arrangements. 

 de d as a set of twelve Targets and Standards to be implemente
ocedures, Action Plans or Improvement 

ing from the failure to attain any of the identified targets have been 
 relation to each of the twelve targets and contingency planning is 
ragraph 17. 

Reduce the average time for processing new 
days 

ut s more focussed on processing times and has been sele
r s ecial attention. It is considered essential that this key elem
 cl sely monitored to attain the Council’s key objectives. 

 
Current    (where we are now) 

/07 Rochford has given a corporate target of 
he first quarter 

d et, resources 
have been put in place to meet this target by the end of the year 

 For the year 2006
pr ceo ssing of new claims in 24 days and although t

emonstrates that we are not yet meeting this targ

 
 Aims  (where we want to be) 

• New claims processing 24 days for 2006/07; 
• New claims processing 20 days for 2007/08; 
• New claims processing 18 days for 2008/09. 

 
 Step Change Process  (How we w

• Adoption of the Processing 
il there) l get 

o
• The Plan to incorporate 

 resources 
• Weekly monitoring of management information to predict 

trends and types of caseload 
• Contingencies in place in case performance starts to dip.

f Claims Improvement Plan 
specific inputs of additional 
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 Risk Analysis

 
 
 
   Risk     Impact  
 Claims not decided within 14-day Claimants and affected persons 
 rule.     kept waiting for decisions. 

s arise. Resource issues for council, 

 E rom primary 
tasks. 

 
 

 of housing benefit overpayments to 37% 
 

Curren

 Work backlog
hardship for claimants. 

mergency cases arise. Staff diverted f

ii) Increase recovery

t Position   
 rs agreeing new 

arget set for this indicator 
has been revised downwards to incorporate some of the 

raud detection. 

Aims

After five months of analysis and Membe
procedures in June 2006 the 3 year t

successes in f
 
    

• Achieve steady progress to performance by 

 
 Percentage of overpayments recovered 37% by 2006/07; 

 by 2007/08; 
• Percentage of overpayments recovered 42% by 2008/09. 

 
  
 Step C

• Allocate appropriate resources by August 2006  
 2nd quartile 

2008/09 

•
• Percentage of overpayments recovered 40%

hange Process   
• To implement new procedures by August 2006 
• To monitor bailiff on collection of overpayments  

 Risk Analysis
 

     
   Risk     Impact  

 Failure to link overpayment to Lack of joined-up service  
 causing customer hardship. 

 
Council Tax payers will have to 

ficit in subsidy payment. 
 
 
 

Overpayments not identified Incorrect payment continues 
with loss of public funds. 

other factors relating to that
  individual customer 

Failure to collect overpayments 

meet de
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iii) creditation for the Revenues & 

 
Curren

 
 
 

Obtain a Charter Mark ac
Benefits Service 

t Position   
 Investigating with Corporate Po

achieving Charter Mark for Revenues and Benefits 

 Aims

licy Manager requirements of 

 
   

  
 tep Change Process

• To achieve Charter Mark accreditation by January 2007 

S    
ecessary to meet accreditation 

 
  

• To obtain criteria for what is n
• Allocate sufficient resources for the project 
• Agree a project plan and timetable 

Risk Analysis
  Risk     Impact   

rly  target dates will not be kept. 
f time 

and resource 
resources Accreditation not achieved and 

 suffers  

iv) 
 
Current P

Failure to prepare prope
Failure to allocate sufficient time Exercise will be a waste o

Insufficient 
morale

 
Increase the level of Council Tax collection 

osition  (Where we are now) 
 

Co g difficult to maintain this 
level of performance  

Aims

Current performance still very good but because political nature of 
uncil Tax and its future. It is becomin

 
   

 
• To achieve Upper Quartile Per
• To continuously improve performance up to and beyond 99%. 

ore effective w
quickly and efficiently. 

Step Change Process

(Where we want to be) 

formance. 

• To look at m ays of collecting Council Tax 

  
   (How we will get there) 

• 

s against Essex authorities. 
them around if collection 

 
  Risk Analysis

Regularly monitor performance against year on year collection 
figures. 

• Monitor u
• Review our resources and move 

starts to fall 
• Regularly review our action plan 
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Risk     Impact 

 
  
       Pressure mounts on reserves 
   receive most  
   animosity and reluctance  

t trying to collect Council      

  
 

v) 
r

 
Curren

Loss of adequate resources Collection rate suffers and  

Nationally Council Tax   As above and staff
 complacency grows 
  agains

Tax. 
 

Reduce the average time for processing benefit change of 
ci cumstances 

t Position  (Where we are now) 
s of 
now 

o 
eased  

Aims

 At the end of June our cumulative average for change
prove circumstances was 28.39 days. However this should im

resources have increased and the effects of the Comin
 haveimplementation  .

 
   

• To meet upper quartile performance by end of 2008/09. 

  
 

(Where we want to be) 

 

Step Change Process  (How we will get there) 
  
• Adoption of the changes of circumstances action plan. 
• Weekly performance monitoring to monitor performance and 

 
  Risk Analysis

accuracy in this area. 
• Appropriate resources allocated if there is a downturn in 

performance or a peak in workload. 

 
  Risk     Impact   

 Cla s

Ba o

   Complaints   Credibility and pressure on staff 
 
 

vi) c

 
Curren

im  not decided within 9 days claimants left waiting for  
decisions and overpayments 
occur. 

ckl gs occur Resource issue for authority 
and possible subsidy loss 

rise 
   

In rease the levels of fraud detection and increase fraud 
prevention 

t Position  (Where we are now) 
se to compliance on all enable Clo rs and performance measures 

l procedures now in place for Security. Al
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 Aims  

y 

 

 
 Step Change Process

(Where we want to be) 
• To achieve all enablers and performance measure targets b

end of 2006/07 
• To have individual targets for fraud officers to overall sanction

target. 
• To deliver a cost-neutral service by March 2008. 

 
  (How we will get there) 

• Adopt new  improvement plan for 2006/07. 
• Carry out an assessment of cost breakdown with Accountancy 
• Undertake ‘Spend to Save’ initiatives. 
• Carry out benchmarking exercise with similar Essex 

 
 sis

authorities 

 Risk Analy  
  Risk     Impact   

  
 

 
ii)

 
Current Position

Fraud at too high a level  Loss of public funds 
Individual cases not   Each is an opportunity for an 
 investigated     overpayment to continue. 
Poor quality investigations  Inability to prosecut 

 
 

v  Improve the training potential of staff by achieving level 3 of 
career matrix 

  (Where we are now) 
All appropriate staff have achieved level 2 of matrix. However 
current r

 
esources have been diverted to achieving Comino 

implementation and then 1 or 2 new entrants. Training policy and 
n 

 
 Aims

procedures now writte

  (Where we want to be) 
• Establish an ongoing training plan that is reviewed and 

monitored by senior management quarterly and is included 
vidual PDR’s. 

x by end of 

  
 tep hange Process

in indi
• All appropriate staff achieve level 3 of their matri

2006/07. 

S  C   (How we will get 
tion plan for 2006/07 in the 

erall training and development plan. 
re that this plan is regularly reviewed. 

 
  Risk Analysis

there) 
• Adopt the training policy and ac

context of the Council’s ov
• Ensu
• Provide adequate resources in addition to training officer to 

meet key dates in action plan. 

 
  Risk     Impact   
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 T n

long  resources. 
 T n d and  
      accuracy levels diminish. 

Training Officer not trained / Training becomes weak and  
time to prepare  the service suffers 

  
 

 
 
 
 
 
viii) Maximise the accuracy

urre tion

rai ing Officer not secured on No one to take on the action 
term contract   plan as insufficient

rai ing not kept up   Staff become de-motivate

 
 not given 

  

 levels of benefits processing 
 

nt posiC  

els of between 98 
 are 

ick a bad sample that could mean 

 
Aims

 
 Rochford continues to maintain high accuracy lev

the to 99%. However, because of small amount of cases that
checked it is easy to randomly p
we do not maintain high performance. Indeed to reach upper 
quartile you must maintain 99% or above performance all year. 

 
 

 
 upper quartile performance for 2006/07 and beyond 

• 

 
 Step Change Process

• To achieve
• To monitor accuracy and quality assurance levels on a regular 

basis. 
Adhere to the new management information and monitoring policy 
document 

 
• Adoption of the Accuracy Improvement plan 
• Adoption of the Policy and procedures for Management checking 

a
 
  Risk A

nd monitoring policy.  

nalysis 
   Risk     Impact  

uracy checking carried out Errors occur,  No acc overpayments 
 Increase and subsidy loss 

Training gaps not identified 
 

ix) Maximise the 
  
Current P it

 
  

take up of Direct Debit 

os ion 
 At t  

take up
 
Aims

he end of the first quarter of 2006/07 Rochford had a direct debit 
  of 75% for Council Tax and 64% for NNDR 
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• irect Debit take up in Essex. 

Step Change Process

• To achieve 80% of Council Tax caseload on Direct Debit 
(DD) and 70% of NNDR caseload by 2007/08. 
To achieve the highest D

 
 

 
  

t 

 
of paying by Direct Debit 

 
 

Ris al

• To promote Direct Debit as our preferred method of paymen
on all relevant forms and. 

• Carry out at least annually targeted take up campaigns 
• Identify all payers not on Direct Debit and promote benefits

• Adopt the Direct Debit Take up improvement plan.  

  
k An ysis 

  
 

 
 Risk     Impact 
 
 

 
 
x) 

 
Curren

People choose to pay by other Less budgetary control on  
methods of payment than Direct payments we receive 
Debit.     plus more costly to collect 

Consult our customers regularly about our service 

t position 
The service currently carries out regular surveys. It also participates 
in road shows, forums and various organised open days etc. It also 

 and press releases. However these 
y coordinated and sometimes lack 

 
Aim

produces regular newsletters
events are not always full
corporate message and cohesion. 

s 
 
• Events will be carefully co-ordinated to achieve certain aims.   
• Results of surveys and consultancy exercises will be 

analysed and results publicised.  
ion or awareness will be 

identified and plans put in place to rectify. 
 

Ste C

• Areas of take up, diversity, informat

p hange Process 
• Incorporation and refinement of the Council’s revised 

communications strategy to ensure the service is promoted 
y. 

ject and Publicity Officer to use corporate policy 
spreadsheet of key events etc 

in a more co-ordinated and corporate wa
• Improvement and action plan to be adopted 
• Pro
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te with corporate 

e 

   
Risk An

• Project and Publicity Officer to co-ordina
policy unit to ensure sam message comes across and we 
don not duplicate work. 

alysis 
 

Risk     Impact 
   gets sent out  
  onsultations    causing confusion 

No analysis of information   Customers never receive vital 
received     information and most deprived  

could suffer 
No publicity Our customers become 

apathetic 
 

xi) Achieve 100% of the new performance standards 
 

 
Current position

No structure to publicity or   Mixed message
c

 (Where we are now) 
On the 15th November 2005 Rochford had to submit its first self 
assessment against the new Housing Benefit Performance 
Standards. The self assessment was done with an external 
consultant scrutinising our evidence against the standards. Our self 
assessment score was ‘Excellent’ with over 75% of the standards 
obtained. However as at the end of March 2006  our overall 
assessment score has dipped slightly so the current overall score is 
“Good”. 

 
Aims (Where we want to be) 

• To receive ratification of our excellent score and improve on all 
performance measures   

• Achieve all the enablers with supporting evidence 
• If our score is supported by the BFI share our best practice with 

other neighbouring authorities as part of best practice. 
 
 
Step Change Process (How we will get there) 
 

• Adopt the action plan top achieve all the Standards by 2006/07.  

• Review and monitor our performance against the standards at least 
quarterly. 

• Review the operational plan at least quarterly. 
• Use our resources to achieve the standards that require more 

attention. 
 

Risk Analysis 
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Risk     Impact 
Insufficient resources to meet Performance could dip in these  
all enablers    areas 

her less weighted areas  Rochford could become to   Ot
focussed on weighted measures could suffer 
Rochford could become   performance will slowly slip 
complacent now it has achieved and resources will be difficult 
‘Excellent’    to obtain 
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xii. Partnership working and efficiency gains 
 
 

positionCurrent  (Where we are now) 
As part of the Council’s aims for “ Continued improvements to the 
B  plan partnership 
w iency approach 
a tion. 
To date Rochford currently works in  on 
its NNDR where Chelmsford manage the day to day administration 
fo e 
a majority of the incoming calls for Revenues and Benefits and offer 
an extended opening hours service from 8am to 8pm Monday to 
Friday and 9 am until 12 noon on a Saturday. Rochford has also 

 Council produce their Fraud Policies 
and Procedures in order to improve their service. 

Rochford is now looking in some detail at possible partnership 

ations for implementing 

 

enefits Service” within the corporate business
orking and looking for effic  savings through this 
re always on the agenda in everything that is done by the sec

 partnership with Chelmsford

r Rochford. Capita Local Government Services currently manag

helped Castle Point Borough

 

working with its neighbouring authorities in Essex who share a 
common IT system (Academy). This project involves senior 
management from Chelmsford and Maldon. The Council’s work is 
being led by the Revenues & Benefits Manager who has been 
tasked with proposing recommend
partnership working and delivering efficiency savings over the next 
18 months.   

Aims (Where we want to be) 

• To have explored all possible avenues for partnership where 

 Change Process

Rochford is either weak, lacks capacity or can find efficiency 
savings, or where it can offer benefits to other partners. 

• Once areas of possible partnership are identified these to be 
pushed forward to ensure sharing of knowledge, or joint service 
provision in the appropriate areas.   

 
 
Step  (How we will get there) 

te resources to carry out research and feasibility 

 

 

 

• Adopt the Service Action Plan created.  

• Develop the meetings with the authorities and prepare scoping 
documents. 

• Allocate appropria
study. 

• Prepare report to committee for possible changes if affect structure. 
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Risk Analysis 

 
Risk     Impact 
No political will to change  Resources looking at  
     partnerships wasted 

ble   Performance falls and staff  
leave 

 

 
 
SECTION E  O
 
  
14. Ser e
 
14.1 The organisation/staffing structure is set out later in this document.  The 

approach adopted provides for a ‘generic’ organisation in which staff are 
responsible for local taxation administration as well as revenues & benefits 
assessments for a defined work group of residents. 

 
14.2 by operational management and prompt 

action is taken in response to day-to-day events and changing priorities. 
 

15.1 ervice requires that local 
uthorities carry out checking procedures on all parts of the revenue & benefit 
alculation process. This is to ensure that all cases are dealt with in accordance 

 the Council is using best practice in the way it 
 requirement that authorities use management 

ent checking, monitoring and 
orm s been compiled and adopted, defines the policy, 

strategy and performance targets for Management checks carried out by 
Rochford District Council. It also demonstrates the management reporting 
mechanisms currently in use. 

15.3 tion with the operational procedures and 
guid c
to take into account all current prevailing legislation, corporate policy and best 
practice. 

Staff feel vulnera

   Authorities become possessive Not genuine open partnership
 

PERATIONAL PROCEDURES 

vic  Delivery Strategies 

Workload trends are monitored 

 
15. Operational Management 
 

Administration of the revenues & benefits s
a
c
to the regulations and that
delivers services. It is a
information to assist with checking, predict trends in Council Tax and Benefits, 
predict peaks and troughs in workloads and help management to allocate 
resources.   

15.2 The Policy and Procedures for Managem
inf ation document that ha

The policy is to be used in conjunc
an e maintained by the Revenues & Benefits Service and has been drafted 
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15.4 e r all twelve of the 

business improvement plans and other key milestones that Rochford’s 
Rev u ears. 
The this document quarterly 

porting back to senior management and Members as and when necessary if 

 
16. 

16.
  

• Customer Charter 
ures 

rmation 

• Training & Development 
• Complaints 
• Recovery  

• Landlords 
• Discretionary Housing Payments 

 
16.2 

 
 

 
17. Contin ning 
 
17.1 The Risk Analysis exercise undertaken in conjunction with the setting of 

Targets and Standards produces risks and events that may be classified as 
 

i) Specific to Rochford: 

• 
• failure of ICT systems; 
• surge in claims; 
• deterioration in performance; 
• loss or reduction in local funding. 

 
 

ii) Events of a broader or national nature, such as: 

Th  final action plan later in this document is to monito

en es & Benefits service have to manage over the next couple of y
 Revenues and Benefit Manager will review 

re
changes are required. 

Operational Procedures 
 

1 Written Policies & Procedures are provided for each of the following areas:  

• Operational proced
• Management checking, monitoring and info
• Customer Services 

• Overpayments 
• Appeals  

• Benefits Administration 
• Revenues Administration 
• Fraud Administration 
• Consultation & take up policy  

Where Action Plans are formulated in respect of any of the above areas, these 
are linked to the written procedures as appropriate. 

gency Plan

loss of key staff; 
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• major changes in the revenues & benefits scheme; 
• multi-tasking burn-out of staff; 
• changes in DWP or DCLG administration, direction and guidance; 

 
17.2 The Contingency Plan det roac s, 

overload a d to peaks and troug s the w cil 
to recruit additional resources in  situation of 

 staff and the use of the private sector. 

 developed taking account of the need to inter-react 
with other corporate policies and requirements, for example: 

n 
• Corporate debt and overpayment policies 

licy, etc 

 

-Assessment against Performance Standards shows the 
d improvement requirements that are shown below.  The detailed 

lowing cla tions:  

Fully Compliant with PS or local 

• increase in claims due to economic downturn. 

ails the Council’s app
hs.  This include

emergency

h to service failure
illingness of the Coun
s, including the use 

n

agency
 

17.3 Contingency planning is

 
• ICT recovery pla

• Write-off po
 
 
 
 
SECTION F  SERVICE IMPROVEMENT 
 
 
 
18. Planned Service Improvement
 
18.1 As at March 2006, Self

change an
assessments are recorded and for 
categorised in one of the fol

 
Target met 

Improvement Planning, needs are 
ssifica

 target 
High Level High level of complia with PS or 

local target 
nce 

Good Above average compliance with 
room to improve 

Average Clear need to improve 

Poor 
 

Weaknesses required to be 
addressed 
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18.2 

 with Target or 
Standard 

vement Plan 
Prepared or Status 
Yes/No/Target date 

  
    Reduce the average time for 
ssessing new claims to 30 days 

Target Met YES 

  
)   Increase recovery of housing 
enefit overpayments to 55% 

Average YES 

  
i)  Obtain Charter mark 
ccreditation 

Average YES 

  
)  Increase the level of Council 
ax collection 

High Level NO 

  
)   Reduce the average time for 
rocessing benefit change of 
ircumstances 

Good YES 

  
i)   Increase the levels of fraud 

se fraud 
prevention  

High Level NO 

   
vii)  Improve the training potential 
of staff by achieving level 3 of 
career matrix 

Good YES 

   
viii) Maximise the accuracy levels 
of benefits processing 

High Level NO 

   
ix)  Maximise the take up of 
Direct Debit 

Good NO 

   
x)  Consult our customers 
regularly about our service 

High Level NO 

   
xi) Achieve 100% of the new 
performance standards 

High Level YES 

   
xii)  Continue to look for 
efficiency gains and saving by 
working in partnership 

High Level YES 

   
 

 

The most recent self-assessment has produced the following results: 
 

Level of Compliance Impro

 
i)
a
 
ii
b
 
ii
a
 
iv
T
 
v
p
c
 
v
detection and increa
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18.3 unc  co itted to rvice improvement, this plan providing a formal 

structure to f itate the improvement process.  This document will be regularly 
updated as necessary at least every 6 months.  Observations and comments 
from staff and stakeholders are welcomed and should be sent to the Head of 
Community Services or to the Revenue and Benefit Manager. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

The Co il is mm  se
acil



 

I
 
MPROVEMENT PLANS 

Processing new 
claims 

s Completion 
Date Resources needed Officer 

Responsibility Notes 
Progres

Monitoring 
Date 

Introduce 2nd HB 
cheque Run 
 

September 06 Assistant Manager 
(Business Support) 

 and 

Senior Benefit Officer 

Assistant Manager 
(Benefits) 

Arrange with BSU to introduce 2nd cheque to pick up 1st

urgent payments. 
Aug 06 

Introduce 14 day
telephone 
reminders  

  
written 

to 

July 06 All assessment staff Assistant Manager
(Benefits) 

If all necessary information not provided after 14 days 
customer is to be telephoned to remind them as well as 

July 06 

Ensure that a
assessment is 

ll pre Ongoing All assessment staff Assistant Manager 
(Benefits) 

 Ongoing 

carried out within 2 
working days of 
receipt of claim 
Monitor le
performance of 
team. 

vel of O onitor current performance against targets and forecast lev
to ensure that any remedial action can be taken as quickly as 
possible 

ngoing All senior staff Assistant Manager 
(Benefits) 

M el  
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Overpayments Completion Resources n Officer Progress 
Monitoring 

Date Date eeded Responsibility Notes 

Out of hours contact 
with debtors either 
by visit or telephone 

November 06 Overpayments Officer Assistant manager 
(Benefits) Bailiff or Capita contra

September 06 Possibility of this work being carried out as part of the 
ct 

Review 
effectiveness of 

Dec

other recovery 
methods – 
Bankruptcy, 
Charging Orders 

ember 06 Overpayments Officer Assistant Manager 
(Benefits) 

November 06 Consider likely effectiveness of previously unused 
methods and impact on training needs, resources etc 

Review current debt 
information agency 
performance 

Oct Overpayments
Rev’s and Ben’s 
Manager 

(Benefits) 
September 06 ober 06  Officer Assistant Manager  

Establish 

 

November 06 Overpayments Officer 
Assistant Man
(Benefits) 

Assistant Manager  October 06 
arrangements with 
neighbouring LA’s  
for recovery of debt’s
from benefit 

ager (Benefits) 

SLA with Debt 
Management 

September 
06 

Assistant Manager 
(Benefits) 

Assistant Manager  July 06 
(Benefits) 
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Charter mark for 
Revenues & Benefits 

Progress monitoring 
date 

Completion date Resources needed Officer responsibility Notes 

Meet with Corporate
Policy Manager to
discuss the Revenues 

 
 

and Benefits 
responsibilities towards 
Charter Mark and agree 
timescale for the project 

E-mailed Corporate 
Policy Manager 
12/06/2006 with initial 
questions, will set up 
meeting once on 
response. 

30/06/06 Project & Publicity 
Officer 

Project & Publicity 
Officer 

15/06/06 

Create a project plan 
with set target dates 

30/07/06 Project & Publicity 
Officer & Revenues & 
Benefits Manager 

Revenues & Benefits 
Manager 

 17/07/06 

Attend Charter Mark 
Training courses levels 1 
and 2  

01/09/06 Project & Publicity 
Officer 

Project & Publicity 
Officer 

To further understand 
the objectives of the 
scheme and how to 
assess our performance 
as a local authority 

14/08/06 

Assess current score 
against the scheme. 
Identify areas of 
weakness and adjust 
action plan 

01/10/06 Corporate Policy 
Manager, Project & 
Publicity Officer 

Project & Publicity 
Officer 

Using tool on Charter 
mark website 

04/09/06 

Create an indexing 
system to record 
evidence collated 

01/10/06 Corporate Policy 
Manager, Project & 
Publicity Officer 

Project & Publicity 
Officer 

 04/09/06 

Carry out staff briefing 
with staff 

01/10/06 Revenues & Benefits 
Manager 

Revenues & Benefits 
Manager 

To gain staffs 
commitment and 
understanding of Charter 
mark process 

04/09/06 

Prepare and Collate 
evidence for submission 

01/11/06 Project & Publicity 
Officer 

Revenues & Benefits 
Manager 

 16/10/06 

Choose Assessment 
Bodies for certification 

01/12/06 Corporate Policy 
Manager, Revenues & 
Benefits Manager 

Corporate Policy 
Manager 

Choose from one of 
the following 
assessment bodies: 
CMAS 
Centre for Assessment 
EMQC,SGS 

30/11/06 
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ubmit application for 
C

01/01/07 Corporate Policy Corporate Policy 
nager 

 15/12/06 S
harter Mark Manager Ma

Once accredited arrange 01/  t
Officer 

When award obtained 
publicity campaign for 
Revenues and Benefits 

03/06 Project &
Officer 

Publicity Projec  & Publicity  



 
 

Council Tax collection Completion 
Date Resources needed Officer 

Responsibility Notes Progress 
Monitoring Date 

Mo n rate
a 

Ongoing Assistant Manager 
port) 

Assistant 

) 

Comm. November 2005 Ongoing nitor collectio
monthly basis 

s on (Business Sup Manager 
(Revenues

Consideration of
reminders earli

 issu
er 

ril 06 ry & 
ement Off

(Revenues) be in same month 

ing Ap  Recove
Enforc icer 

Assistant 
Manager 

Reminders have now 
been brought forward to 

Ongoing 

Arrange one to one
appointment/visit p
issue of Committal

 
rio
 

une 06 ry & 
ement Offic

t 

(Revenues) 
r to 

J

Summons 

 Recove
Enforc er 

Assistan
Manager 

Once Pre-committal letter 
changed it will include 
details about one to one 

July 06 

appointment 
How to Pay/debt adv
leaflets to be sent wi

i
th 

 tea
Manager reminders for all recovery 

documents 

ce July 06 

reminders 

All recovery m Assistant 

(Revenues) 

To be issued from July July 06 

Review paym
Standing Order  

ent option for 
August 06 nt Manag

(Business Support) 
Recovery & 
enforcement Officer 

Manager 
(Revenues) 

Consider standing order 
over 12 months with 
variable dates as with 
direct debit 

July 06 Assista er Assistant 

Direct Debit take up 
ampaign 

Sept 06 Publicity Officer/revs 
& bens staff 

Assistant 
Manager 
(Revenues)/ 
Publicity Officer 

 August 06 

C

Review post liability 
recovery procedures 

Sept 06 Recovery & 
Enforcement Officer 

Assistant 
Manager 
(Revenues) 

To look at tailoring 
options eg bankruptcy/ 
charging orders in 
appropriate cases 

July 06 

Out of Hours telephone 
contact with debtors 

Sept 06 Recovery Team Assistant 
Manager 
(Revenues) 

 July 06 
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Changes of 

Circumstances 
Completion 

Date 
ficer 

onsibility 
Progress 

Monitoring 
Date 

Resources needed Of
Resp Notes 

Monitor type and 
volume of work 
being received 

March 07 Assistant Man er
(Benefits) 

ources accordingly Weekly from 
February 2007 

All senior staff ag  Identify trends and allocate res

Monitor accuracy of 
all dates input in 
assessing changes 

Ongoing All senior staff that BVPI figures are 
e

Weekly All senior staff Ensure that data is accurate so 
r ported correctly 

Produce a specifi
Change of 
Circumstances form

c 

. 

 Ma
) 

nsure that data for changes are October 06 December 06 Assistant Manager 
(Benefits Officer) 
Training Officer 

Assistant
(Benefits

nager E more easily obtained 

Review advice 
included in award 
letters about 
reporting changes 

September 
06 

Assistant Manager 
(Benefits) 

 August 06 All senior staff 
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Counter-Fraud 
Improvement Plan 

Completion 
Date 

Resources 
needed 

Officer 
Responsibility ep-change required Progress Monitoring 

Date St

Issue counter-fraud 
publicity with every 
Council Tax Bill 
Issue to increase 
fraud awareness / 
increase external 

rals 

  

Assistant 
Manager (Fraud); 

Project & 

• Agree on literature to be inserted 
with Council Tax Bills / paragraph 

inserted into standard letters 
ures fraud refer

01/04/07 Assistant
Manager 

(Revenues); 

Publicity Officer 
Corporate 

Communications 
Officer 

Assistant 
Manager 
(Fraud) 

• Meet with Revenues and Benefits’ 
Assistant Managers to discuss the 

above 

• Amendment to existing proced
• Agree a timetable for 

implementation 

01/11/06  and 01/01/07 

Amend standard 
benefit notificat
letters

ion 
 to increase 

fraud awareness / 
increase external 
fraud referrals 

30/12/06 Assistant 
Manager 

(Benefits); 
Assistant 

Manager (Fraud); 
Business Support 

Manager 

Assistant 
Manager 
(Fraud) 

As above 01/10/06 and 03/01/07 

Commence Fraud 
Investigation 
Checks1 to progress 
investigation work 
faster 

01/04/06 Assistant 
Manager (Fraud) 

Assistant 
Manager 
(Fraud) 

Im
Investigation Procedure 

plement the checks in the Commenced May 2006 

Monthly One-2-One 
with Investigation 
Staff 

01/08/06 Assistant 
Manager (Fraud) 

Investigation 
Officer 

Assistant 
Manager 
(Fraud) 

Agree times and locations for monthly 
one-to-ones in advance 

01/07/06 

Targeted Review of 
Benefit Caseload / 
Review of Fraud 
Data 

01/10/06 Assistant 
Manager (Fraud) 
Business Support 

Manager 
Assistant 
Manager 
(Benefits) 

 

Assistant 
Manager 
(Fraud) 

• Collate any current analysis (national 
and local) 

• Request reporting from the Business 
Support Manager on reported 
changes of circumstances 

• Group the reported changes of 
circumstances (e.g. by area, by 
reported change) 

• Compare the findings with national 
and other local analysis 

• Prepare a report on findings and 
recommendations to the Revenues 
and Benefits Manager for further 

01/09/06 and 03/01/07 

                                                 
 



 
action 

 
Set formally agreed 
dates for Quarterly 
Review Sessions 
with the Revenues 

01/09/06 Assistant 
Ma

Revenues and Agree times and locations for quarterly 01/10/06 

and Benefits 
Manager 

nager (Fraud) Benefits 
Manager 

meetings in advance 

Introduce
“Compliance” to 

 

d work 

 

06 
M
V

• Agr scale to imp
po  interventions to 
n ve
re with Assistant Manager 
(B

• Con aining need
V

• Ide ble case types for 
V g Officer action 

• Train Visiting Officers in investigative 

• Tra in conducting 
b wor

 

 

 

Completed 

counter-frau
through increased 
use of Visiting
Officers 

30/09/ Assistant 
anager (Fraud) 
isiting Officer 

Assistant 
Manager 
(Fraud) 

ee a
stal

 time lement 
reduce the 

umber of visit inter
quired (

ntions 

enefits)) 
duct a tr s analysis on 

isiting Officers 
ntify suita
isitin

basics (e.g. legislation)
in Visiting Officers 

 

asic investigative k (e.g. 
process)

01/09/06  
 
 

 

 

 
Completed 

 
Completed 
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Training action 
plan Trainee(s) Implementation n date Resources Officer 

 
Progress 

ng date date Completio needed responsibility monitori

New entrant trainin
programme 

g  as 
 
4 new staff 

 
September 2004 

 
October 2004 

 
TO & officers
mentors 

 
Training Officer 

 
October 2004 

Appeals All staff September 2004 October 2004 TO Training Officer October 2004 

Verification All staff September 2004 November 2004 TO & Asst Mn
(Bens) 

gr Training Officer October 2004 

Interventions All staff September 2004  & 
) 

November 2004 TO & Asst Mngr 
(Fraud) 

Training Officer 
Asst Mngr (Fraud

October 2004 

Academy System 
Training 

s All staff September 2004 November 2004 TO & Busines
Support 

Training Officer October 2004 

Overpayments ments  2004 2004 04 Overpay
Officer 

September November TO Training Officer October 20

Recovery 2 Recovery September 2004 November 2004 nior  Officer October 2004 
Officers 

TO & Se
Recovery Officer 

Training

Fraud (PINS) 2 Fraud Officers  2004 05  2004 September January 20 TO & Fraud Mgr TO & Fraud Mgr December 

Legislation update 04 2004 icer 2004 All staff October 20 December TO Training Off November 

Generic Programme CTAX staff October 2004 January 2005 TO & 3 Officers TO & Asst Mngr December 2004 
(HB) as mentors (Bens) 
April changes  2004 05 2004 All staff December January 20 TO Training Officer December 

Level 2 HB Staff at level 1  2004  005 December April 2005 TO & 3 R & B 
Assts 

TO & Asst Mngr
(Bens) 

February 2

Level 1 & 2 CTAX 
2004 ngr Mngr 2005 All HB staff December April 2005 TO, Asst M

(Revs), R & B 
Asst 

TO & Asst 
(Revs) 

February 

Academy System 
Training 

Leve1 1 & 2 
staff 

December 2004 April 2005 TO & Business 
Support 

Training Officer February 2005 

Direct Debit Training Assessment Asst 
staff 

December 2004 July 2005 TO & R & B Training Officer June 2005 
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As
st

TO
(Rev

Train er June Refund training sessment 
aff 

December 2004 July 2005 , Asst Mngr 
s) 

ing Offic 2005 

Legislation update All staff December 2004 July 2005 TO & Senior 
Officer  

Training Officer June 2005 

Development 
training 

All staff December 2004 December 2005 TO & external 
consultants 

Training Officer November 2005 

Legislation update All staff December 2004 December 2005 TO & Senior 
Officer 

Training Officer November 2005 

Verification update aff January 2006 February 2006 Training Officer  Training Officer February 2006 All st

Comino All staff January 2006 March 2006 TO & Project 
team 

Project Manager March 2006 

April Changes All staff April 2006 May 2006 Training Officer  Training Officer May 2006 

Appeals All staff April 2006 May 2006 TO & Asst Mngr
(Bens)  

 
(Bens) 
TO & Asst Mngr May 2006 

Customer Focus staff cer  cer Counter April 2006 May 2006 Training Offi Training Offi May 2006 

Legislation update All staff April 2006 May 2006 Training Officer  Training Officer May 2006 

Development  
Re-evaluation 

All staff May 2006 June 2006 TO & RBM TO & RBM June 2006 

Comino update All staff May 2006 June 2006 Training Officer  cer Training Offi June 2006 

Induction New recruits May 2006 June 2006 Training Officer  cer Training Offi June 2006 

New entrant 
programme 

New recruits May 2006 June 2006 Training Officer  Training Officer June 2006 

Welfare/Visits Welfare/Visits June 2006 July 2006 TO & RBM TO & RBM July 2006 

Level 1 & 2 (HB & 
TAX) 

Level 1 staff June 2006 July 2006 Training Officer  Training Officer July 2006 
C

Interventions All Staff July 2006  September 2006 TO & Senior 
Officer 

Training Officer August 2006 

WIB’s All assessment 
staff 

July 2006  September 2006 TO & Senior 
Officer 

Training Officer August 2006 
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Training action 
plan T Implementation omplet Resources 

needed 
Officer 

 
Progress 

monitoring date rainee(s) date C ion date responsibility

Level 3 (HB) Level 1 & 2 staff September 2006 December 2006 Tra ember 2006 ining Officer  Training Officer Nov

Legislation update All staff September 2006 Tra  December 2006 ining Officer  Training Officer November 2006

Self Employed All staff September 2006 Tra November 2006 December 2006 ining Officer  Training Officer 

Underlying 
entitlement 

A  
staff 

Training Officer  Training Officer November 2006 ll assessment September 2006 December 2006 

CTAX/Debt recovery Rec O Jan TO & Senior 
Rec very Officer 

TO & Senior 
Recovery Officer 

December 2006 overy team ctober 2006 uary 2007 
o

HB/Debt recovery Recovery team O Janu TO & Senior 
Rec very Officer 

TO & Senior 
Recovery Officer 

December 2006 ctober 2006 ary 2007 
o

Level 3 CTAX Level 1 & 2 staff December 2006 Jan TO, Asst Mngr 
(Revs) 

Training Officer January 2007 uary 2007 

Development  
Re-evaluation 

All staff January 2007 March 2007 TO & RBM TO & RBM February 2007 

Comino Review All staff May 2007 July ra ing Officer  Training Officer June 2007  2007 T in

NVQ verifier TO/Senior staff June 2007 TO & RBM TO & RBM August 2007 December 2007 

NVQ Assessor TO/Senior staff September 2007 December 2007 TO & RBM TO & RBM August 2007 

NVQ Programme TO/Senior staff January 2008 March 2008 TO & RBM TO & RBM February 2008 

Legislation update All staff January 2008 March 2008 Training Officer  Training Officer February 2008 

Management review Managers April 2008 September 2008 TO & HR TO & HR July 2008 
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Improve accuracy 
levels 

Completion Resources needed Officer 
ponsibi Notes 

Progress 
Monitoring 

Date Date Res lity 

Introduce 4% check on 
all decisions prior to 

Al ffice  
anager 

s)  

fy  
 office ked t least once every 2 

weeks 

July 06 

notification/payment 
being issued 

August 06 l Senior O rs Assistant
M
(Benefit

Identi
ll

all decisions made via Academy 
A rs work to be chec

All types of decisions to be checked 

 a

100% post training 
checks 

Ongoing All Senior Offic ssistant 
r 
) 

 Ongoing ers A
Manage
Benefits(

Introduction of Skillwise September 
06 

Training Officer  O August 06  Training fficer  

Monitor 100% of work 
carried out by agency
staff for a minimum of 5
working days after they 
start 

 
 

April 07 Assistant 
anager 

) 

 January 07 All Senior Staff 
M
(Benefits

Monitor work carried 
by call centre and 

out 

nformation they provide 

Assistant 
anagers (Revs 

& Bens) 

 October 06 

i

November 06 All Senior Staff 
M
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Direct Debit 

 take up 
Comple Resou

ne
O

es
rogr

Mon Communi
th Stakeholde Report to Membertion 

Date 
rces 

eded R
fficer P

ponsibility 
ess 

itoring 
Date wi

cation 
rs s 

Design/create DD Flyer 
Aug Publi Proje July 2 CDS, MWL Print, 

Image Data & St 
Ives 

ust 2006 sher ct & 
Publicity Officer 

006  

Update website with new 
flyer 

Aug C Proje July 2 a ter  ust 2006 RD  Web ct & 
Publicity Officer 

006 Webm s

Run report on Aca
to identify all those who 
do not pay by DD and 

demy Sep
2006 u

Support Unit 

Proje s ne  Support  

send flyer 

tember 
B
Academy & 

siness 
ct & 

Publicity Officer 
Augu t 2006 Busi

Unit 
ss

Identify incentives to 
assist take up i.e. offer 
more payment dates etc 

August 2006  Proje
Publi  

June 2006   ct & 
city Officer

Set  targets arrange October 2006 Academy 
ne
na

Sept 2006 Business Support  

monitoring of results 

Revenues & 
Be
Ma

fits 
ger 

 
 



 

- 54 - 

 

Customer consultation Compl Reso
ee

r 
 

Progress  with  etion 
Date n

urces 
ded 

Office
Responsibility Monitoring 

Date 
Communication

Stakeholders 
Report to
Members 

Draft a policy and procedure 
for Revenues and Benefits 

September 
200

RBM & PPO Rev & Bens August 2006 Yes  
6 Manager 

Consult stakeholders re 
policy including Corporate 
Policy unit 

Jun PPO Bens 
Manager 

June 2006 Yes  e 2006 Rev & 

Final procedure and action 
plan produced 

October 2006 RBM ns Yes Rev & Be
Manager 

September 2006  

Corporate Policy March 2007 PPO t & Publicity
er 

February 2007   
Spreadsheet to be adopted 
to analyse information  

Projec  
Offic

Liaison to commence with 
Corporate policy unit 

June 2006 PPO Project & Pub
Officer 

 licity July 2006  

Publicity of all methods of 
consultation and programme 
of events 

October 2006 PPO Project & Pub
Officer 

s  licity September 2006 Ye

Quarterly analysis of 
information received to 
commence  

March 2007 RBM & PPO Rev & Bens 
Manager 

Yes February 2007 Yes 

Members bulletin to receive 
nformation quarterly 

March 2007 PPO Project & Publicity 
Officer 

February 2007   
i
Review policy, procedure 
and action plan  

Apri BM  Bens 
er 

 es l 2007 R & PPO Rev &
Manag

March 2007 Y
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 Achieve 100% of the HBPS 
Performance Measure 

 or Enabler  

Officer 
responsibility Resources needed e and how to be achieved ess Target dat Progr

Monitoring Date 

E10 – Using quality checks to 
improve performance and reduce 
error 

Asst Manager 
(Benefits) & 

ger 

Revenues & Benefits 
Manager 

ager 

Manager 
(Fraud) 

 
Training Officer 

Asst Mana
(Fraud) 

 
Assistant Man

(Benefits) and 
Assistant 

By October 2006 
 
 (1) Benefits – (a) identify a recording 

eport 

(2) Fraud –  (a) commence regular work 
checks as recommended by performance 
standards  (b) identify a recording mechanism 
for checks to allow analysis 
 
(3) Both – (a) Analyse the above, with 
intervention and fraud results to provide an 

e level of fraud and error within 

 
 

eptember 2006 
mechanism for accuracy checks to allow 
analysis  (b) develop system reporting to r
claimant, LA and fraud errors 

 

indication of th
RDC  (b) Training Officer to use this analysis 
for staff training and target setting for 
2007/2008 

S

 
 
E13 – The final overpaid amount, 
taking into account any 
underlying entitlement to benefit 

 
 
Asst Manager 
(Benefits) 
 

 
 
Overpayments 
Officer, Asst 
Manager (Bens)  

1

and unpaid or returned cheques 
is calculated, on average, within a 
period of 14 days following the 
date the LA receives sufficient 
information. 

 
st July 2006: 

 
Procedures now changed and being worked 
on as part of overpayment procedural changes 

 
 
June 2006 

E20 – Fraud referrals 

Assistant 
anager 

(Fraud) 

Training Officer & 
Asst Manager 
(Fraud)  

August 2006:
M

 
Arrange with training officer to create induction 
package for new Revs and Bens’ entrants 
 
July 2006: 
Arrange for refresher fraud awareness training 
for Central Services staff and Capita staff. To 
coincide with Electronic Records management 
training 

July 2006 

E36 - The LA always checks the 
DWP’s database and Police 

Assistant 
Manager 

Assistant Manager 
(Fraud) 

August 2006: 
Clarify what DWP require to meet this 
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SOL (Fraud) enabler first   
 

National Computer (PNC) or 
P (as per HB/CTB Security 
Manual) for previous benefit fraud 
sanctions and convictions before 
issuing a caution or penalty. 

August 2006: 
If necessary, arrange access protocol with 

 
July 2006 

SOLP and/or local police to have access to 
required information 

E41 - Decisions on claims are 
notified promptly to customers 
and if relevant third parties and 
are written concisely, with the 
reader in mind and in the right 
tone. Letters state the decision 
clearly, do not contain jargon and 
explain technical terms such as 
non-dependant. Overpayment 

ecisions are d notified to the 

Assistant 
Manager 
(Benefits) 

(Benefits) and 
Technical Officer 
(Benefits) 

person(s) affected within 14 days 
of the final calculation. 

Assistant Manager November 2006: 
Rochford is part of the special interest group 
set up by

 
 Academy (our system provider) 

hich has completed its work and we are 
 
August 2006 w

awaiting new templates from them to test. 

 

E42 - Employees have been set 
and are achieving targets, which 
as a minimum reflect corporate 
customer service targets for 
dealing with enquiries, made by 
telephone, in person, by letter or 
e-mail and the LA monitors 
performance against the targets. 
 

Revenues
Benefits 

 & 

Manager 
Officer and Training 
Officer 

Senior Benefits August 2006 

Awaiting for Crystal reports from Comino to be
developed so we can monitor performa
et target

 
nce and 

s more accurately 

July 2006 
 s

 
 

E45 - The LA monitors and 
eviews all its SLAs in 
ccordance with the 
rrangements set out in each 
LA, with action taken to improve 
ffectiveness and security as 

ndicated by the monitoring 
eport. 

Assistant 
Manager 
(Benefits) 

Assistant Manager 
(Benefits) 

September 2006
r
a
a
S
e
i
r
 

 

Meetings have now taken place with JCP and 
Rent Service new arrangements are now being 
put in place. 
 

 
 
August 2006 

E46 - The LA maintains regular 
ontact, supported by formalised 
nd documented working 
rrangements if considered 
ppropriate, with other 
rganisations, for example RSLs, 
AB, Police, Crown Prosecution 

 
 
Assistant 
Manager 
(Benefits) 

 
 
Assistant Manager 
(Benefits) 

Ongoing:
c
a
a
a
o
C

 
Assistant Manager (Benefits) and Assistant 
Manager (Fraud) to have ascertained 
appropriate “other organisations” and identified 
potential Benefits and Fraud shared interests 
with particular organisations. 

 
 
Ongoing 
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Service (CPS) or Procurator 
Fiscal in Scotland. 
E57 - 

 

 

Revenues & 
Be and 

Financial Services 
ager 

beThe LA operates a costing 
structure that provides an 
assessment for the Benefit 
Service’s overall cost, including 

 counter fraud work, and shows
the relationship between cost and 
the level of service provided. 
Costs are monitored, reviewed 
and adjusted in the light of 
potential over or under spends or
efficiency objectives and there is 
an audit trail on the costs and
adjustments. 
 

nefits 
Manager 

Revenues & Benefits 
Manager 

Man

Decem r 2006: 

R & B Manager to approach CIPFA Revenues 
consortium about inclusion in benchmarking 

part of its joint 
working programme with Chelmsford and 
Maldon. 

Financial Services Manager to review the 
costs of the service with details how these 

 

 
 
 
October 2006 scheme and to include it as 

 

costs are made up.

E59 - The IT systems support all 
aspects of paying and accounting 
for benefit, including counter
fraud and debt 

 

statistical information and enable 
hoc 
and 

Revenues & 
Be

Revenues & Benefits 
ager and I nal 

August 2006:

recovery, and 
interfaces effectively with other 
relevant IT systems. They provide 
accurate management and 

production of ad 
management information 
exception reports. 
 

nefits 
Manager 

Man
Audit 

nter
 

Audit section to either carry out a computer 
audit or seek evidence from other authorities 

Academy. 

Audit & Process Review Manager meeting with 
all Essex counterparts in June to discuss this 
issue 

 
 
July 2006 

who have carried out such an audit on 

 

 
 
 
 

 

 

 

 
 
 

 
 

 
 
 
 



 
Partnership working & efficiency Completion Resources Officer Progress Report to 

gains date needed responsibility monitoring 
date 

Members 

Draft Ac
of various opportunities 

10/12/04 SJC/SL SJC/SL 01/11/05  tion {Plan for consideration 

R  of pr 1 SL L 12/05  aise staff awareness oposals 1/01/05  S 12/  
Organis x revenue
meeting to discuss joint working and 
Gershon efficiencies 

11/01/05 SJC/SL JC/ 2/0  e Esse  Officers S SL 12/1 5 

Joint meeting with Essex LA Chief 
Execs and Liberata 

27/01/05 PW/SJC 28/12/05 PW/SJC  

Feed budget for facilitation/option 
ODPM capacity 

30/03/05 SJC SJC 28/02/06 
appraisal into bid 

 07/04/05 

Further decision of Essex Chief 
cs around potExe ential partner ps 

Rochford and Mal  

30/05/05 PW/SJC 29/04/06 
shi

– decide on close working for 
Chelmsford, don

PW/SJC  

Await decision on ODPM capacity 
bid of £35k 

15/07/05 PW PW 15/06/05  07/07/05 

Scoping exercise with advice fr  
Anglian Revenues Consortium 

27/07/05 SJC SJC 20/06/2005 om   

Collect data from three collabor ing 
authorities 

30/09/05 SJC/SL/VC
/LK 

at SJC/SL/VC/LK 20/09/2005 07/12/05  

Agree scope of partnership & 
communications protocol 

01/02/06 SJC/SL SJC 28/02/06  

Agree potential structure and draft 
timetable 

30/03/06 SJC/SL SJC 3/06  01/0  

Costs Benefits Analysis Ongoing Financial 
Services/ 
Project 
team  

SL Ongoing  

Communication with Staff, Unions 
and relevant stakeholders 

01/05/06 SL SL 20/05/06  

Find the IT solutions to partner p 30/08/06 Training 
Officer 

SL 01/06/  shi  06  

Commence aligning of procedures 01/08/06 ALL SL 30/09/06  
Seek government funding & Su ort  20/08/06 Project 

Team 
SL 01/08/  pp  06  

Finding & Recommendations to SMT 01/10/06 SL SL 15/09/06  
Report to Members on 
recommendations to committee for 
further progress 

07/12/06 SL SL 15/11/06  
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 MONITORING THE OPERATIONAL PLAN 
 

TARGET or Action 
Plan 

Priority 
(1 highest, 3 
lowest) 

Full 
Compliant/
milestone 

date 

Resources 
needed 

Lead Officer 
Responsibility 

Step-
change 
required 
overall 

Progress 
Monitoring 

Date 
Communication 

with Stakeholders 
Report to 
Members 

Processing of claims 1   Asst Manager 
(Benefits) 

 December 
2006 

No No 

Overpayments 1   Asst Manager 
(Benefits) 

 December 
2006 

No Yes 

Charter mark 
accreditation 

3   Project & Publicity 
Officer 

 December 
2006 

Yes No 

Council Tax collection 1   Asst Manager 
(Revenues) 

 December 
2006 

No No 

Changes of 
circumstances 

1   Asst Manager 
(Benefits) 

 December 
2006 

No No 

Fraud detection 
 

2   Asst Manager 
(Fraud) 

 December 
2006 

No No 

Training 
3   Training Officer  December 

2006 
Yes No 

Accuracy 
2   Senior Officer 

(quality) 
 December 

2006 
No No 

Direct Debit 
3   Project & Publicity 

Officer 
 December 

2006 
Yes No 

Consultation 

3   Revenues & 
Benefits Manager 

 December 
2006 

Yes No 

Performance 
standards 

2   Revenues & 
Benefits Manager 

 December 
2006 

Yes Yes 

 Partnership working 
2   Head of 

Community 
Services 

 December 
2006 

Yes Yes 
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R T
 
 
 

 

Project and Pu

ORGANISATIONAL ST UC URE 

blicity
Officer

Training Officer / Quality Control

Business Support
ICT

Business Support Manager

Revenues and Local
Taxation
Recovery

A e essistant Manag r (R venues)

Benefits Administration
and claim processing
Benefits Assessment

Assistant Manage e s)r (B nefit

Counter d In ations
Int on ng

CTAX R In tions

-Frau
erventi
/NND

vestig
Visiti
spec

Assist nag raud)er (Fant Ma

R nues and
Benefits Manager

eve

Head of mm  Services Co unity

Corp or ( rna es)orate Direct Exte l Servic
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Policy documents, Office procedures and in ructions have been, or are to be, 
compiled for each of the functional areas set out below, the status and date of the 
procedure notes being as follows: 
 

Policy/Procedure Document Status 
If not issued, 
responsible 

officer(s) 
Operational Plan Issued  
Policy and Procedures for Management 
Checking, monitoring and information Issued  

Contingency Plan  Issued  
Overpayments Procedure  Issued  
Recovery administration  Issued  
Customer Services  Issued  
Customer Complaints and Comments Issued  
Appeals Procedures Issued  
Discretionary Housing Payments (DHP) Issued  
Fraud policies & procedures Issued  
Anti Fraud & Corruption policy & 
Investigation policy Issued  

Benefits Administration  Issued  
Training & Development policy Issued  

Landlords Policy Issued  

Revenues Administration Issued  

Consultation& take up Pending 
Scott 

Logan/Zandra 

 
 
 
 
 

 

 

POLICIES AND PROCEDURES 

st

Neeld 
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Revenues and Benefits 

 

 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 

 
 
 

Contingency Plan against Service 
Disruption 

(back to contents)
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1.     
Principles      

Audits        
4. 
5.  
6. Concl   

 

 

 
 

 

 
 
Contents 
 

Introduction      
2. Contingency Planning 

gency Plan 3. Contin
Risks identified by the Operational Plan     
Contingencies         

usion        
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1.0 Introduction 

lty.  

.2 The objectives are: 

tory steps to be taken are identified in the Plan as far as 
it is economically possible and prudent to prepare for possible failures; 

ii. to provide managers with advance advice, which will ease the 
. 

 
1.4 

cording to the type of failure that may have occurred 

 
2. Contingency Planning Principles 

 
2.1 Any service failure situation must be first appraised to ensure that a true and 

accurate picture of the event, circumstances or situation is fully understood.  
This may involve discussions with an appropriate wider group of officers. 

 
.2 Officers should seek approval or agreement of colleagues of appropriate 

seniority or delegated authorisation for decisions to be taken.  Where a decision 
is urgent, officers should be contacted at home or elsewhere as necessary. 

 
2.3 Contingency planning is an integrated process and requires officers to work 

tog n the required solutions.  Special 
arrangements implemented for any one service will usually have implications 
for other parts of the Council’s operations. 

 
2.4 In principle, the Council has confirmed its willingness to recruit additional 

resource  g the use of agency staff and the 
use of the private sector.  The tactics to be applied will depend upon the 
evaluatio f 

 
2.5 These Principles can be described as:- 
  

     E.D.I.T 
 

EV MENT       TACTICS 
 
 

.6 The Operational Plan provides for contingency planning as a fundamental 
aspect within the operations of the service. 

 
1.1 The purpose of this Contingency Plan document is to assist Managers in the 

event of service failure.  It gives advice on the steps required to maintain 
service at times of administrative difficu

 
1
  

i. that prepara

problem solving stage related to service failure
 
1.3 This Plan considers risks by type but does not intend to be over-prescriptive as 

some tailoring of solutions to cases is always essential. 

Because this Plan may need to be read in emergency situations, it is brief and 
is organised ac

 

2

ether to select and put into operatio

s in emergency situations, includin

n o the risk element that has arisen. 

ALUATE   DECIDE  IMPLE

2
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its 

 Benefits Manager will undertake an audit and review of the 
Contingency Plan on a Quarterly basis and report the outcome to the Head of 
Rev g Ma

 
3.2 The updated 

and paper docum
 
  

4. RISKS IDENTIFI IONAL PLAN
 
4.1 The Council’s Op a livery includes 

a number of R n in conjunction with the setting 
of Targets an
classified as:- 

3 Contingency Plan Aud

3.1 The Revenues and

enues and Housin nagement. 

quarterly Contingency Plan to be available as both an electronic 
ent. 

ED by the OPERAT  

er
isk Analysis exercises undertake

tional Plan for Revenues & Benefits Service De

d Standards.  This has produced risks and events that may be 

 
Specific to Rochford: 
 

a. loss of key staff; 
 

failure of ICT systems; 
 
c. sur

 
d. det

 
e. 

 
Events of 

b. 

ge in claims; 

erioration in performance; 

loss or reduction in local funding . 

a broader or national nature: 
 

f. major changes in the  Council Tax or Benefits scheme; 
 

i-tasking burn-out of staff; 
 

 ministration, direction and 
guidance; 

j. 
 
k. 

of Thames gateway initiative etc 
 
 
 

g. mult

i. changes in DWP or ODPM ad

 
increase in claims due to economic downturn. 

Large new development of housing being built in district because 
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5.1  Los

l: High  Impact level: High 
 
Actions: 

a. n package and loyalty bonus scheme to 

e the number of staff available as potential 

c. fully aware of Personnel procedures for staff 
f post vacant; 

e. Consider use of external contractor for short-term cover, if 
 

 
 

5.2 Failure of ICT systems 

Risk leve
 
Actions: 

a. reness of the Council’s IT Disaster 

t numbers and out-of-hours 

c. onsible for IT maintain back-up of systems 
data; 

d. Consider use of IT bureau; 
provision of clerical 

support, if judged necessary.  
 
 

5.3 Surge in claims 
 

Risk level: M
 
Actions: 

c.  priorities and staff resources to minimise and reduce 

d. 
e. ctor.  

5. CONTINGENCIES 

s of key staff 
 
Risk leve

Maintain staff retentio
reduce risk; 

b. Training and development programmes to be kept up-to-date 
to increas
replacements;  
Managers to be 
recruitment, to minimise periods o

d. Consider use of agency staff; 

judged necessary. 

 
l: Low  Impact level: High 

Managers to have awa
Recovery Plan; 

b. Managers and key staff to have awareness of Software 
Supplier’s Help Desk contac
support;  
Ensure staff resp

e. Consider use of external contractor for 

edium  Impact level: Medium 

a. Managers and key staff to have awareness of Welfare 
Benefits developments likely to impact on caseload;  

b. Work-flow trends to be constantly monitored to limit risk of 
unexpected surge; 
Redirect
backlogs; 
Consider use of temporary staff; 
Consider use of external contra
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5.4 Deterioration in
 

Risk level: Medium  Impact level: Medium 

Actions: 
red to limit risk; 

b. Case load and output to be measured by management 
statistics to limit risk; 

c. 
d. Redirect priorities and staff resources to minimise and reduce 

e. Ide eakness and take appropriate 

f. Co
g. 

 
5.5 Loss or reductio

 
Risk level: M
 
Actions: 

a. Ma rts to Corporate Management 
a ding priority;  

b. ertake  efficiently , 
effectively and reliably; 

c. Efficiency gains to be considered; 
low 

priority items to be postponed; 
come from overpayments to 

be considered;  
 
 
5.6 Major changes in t

 
Risk level: M
 
Actions: 

a. Managers and key staff to have awareness of Welfare 

b. Ma nd 
information seminars; 

c. ge 
and undertake change management training as necessary; 

d. Corporate Management Board and Members to be kept fully 
tial 

imp
e. Ma ith DWP, 

ODPM, Software Supplier, Essex Revenues Group, and 
authorities and other agencies;

 performance 

 

a. Work-flow trends to be constantly monito

Implement additional training as necessary; 

backlogs; 
ntify any areas of special w

remedial action; 
nsider use of temporary staff; 

Consider use of external contractor.  

n in local funding 

edium  Impact level: High 

nagers to ensure regular repo
Bo rd and Members, to maintain fun
Annual budgeting process to be und n

d. Priorities for planned expenditure to be reviewed and 

e. Action to increase subsidy and in

he Council Tax or Benefits scheme 

edium  Impact level: High 

Benefits reforms likely to impact on local authorities; 
nagers and key staff to participate in preparation a

Managers and key staff to prepare for management of chan

informed of benefits scheme developments and poten
act; 
nagers and key staff to work in partnership w



 

 
f. be seen as an opportunity for 

g. s to be reviewed and Operational Plan recast.
  

 

 High 

mit risk; 
-warning 

e. o be constantly monitored; 
ecessary; 

to minimise and 
reduce backlogs; 

eakness and take 
appropriate remedial action; 

i. Consider use of temporary staff; 
r r.   

5.8 Changes in D
 
Risk level: M   Impact level: High 
 

Actions: 
eview of 

ntation; 
ness of operational 

ities; 
c. Managers and key staff to participate in preparation 

and information seminars; 
d. Managers and key staff to prepare for management of 

change and undertake change management training 
as necessary; 

in partnership with 

Change to 
improvement; 
Prioritie

5.7 Multi-tasking burn-out of staff 
 
Risk level: Medium   Impact level:
 
Actions: 

a. Staff to be regularly monitored for indications of 
stress; 

b. Managers to undertake appropriate training in 
conjunction with Personnel; 

c. Case load and output to be measured by 
management statistics to li

d. Quality statistics to be used as early
indicator; 
Work-flow trends t

f. Implement additional training as n
g. Redirect priorities and staff resources 

h. Identify any areas of special w

j. Conside use of external contracto
 
 

WP or ODPM administration, direction and guidance 

edium

a. Managers and key staff to maintain close r
DWP & ODPM Circulars, Revenue &Benefit Letters 
and other docume

b. Managers to maintain an aware
reforms likely to impact on local author

e. Corporate Management Board and Members to be 
kept fully informed of benefits scheme developments 
and potential impact; 

f. Managers and key staff to work 
DWP, ODPM, Software Supplier, Essex Revenues 
Group, and authorities and other agencies; 
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g. Change to be seen as an opportunity for 

 recast.

 

Increase in claims due to economic downturn 
 
Risk level: Medium  Impact level: High 
 
Actions: 

a. Managers to have an awareness of national economic 
conditions and national political initiatives; 

b. Managers to have an awareness of Welfare Benefits 
reforms likely to impact on local authorities; 

c. Work-flow trends to be constantly monitored to limit 
risk of unexpected surge; 

d. Plan for additional resources as appropriate; 
e. Redirect priorities and staff resources to minimise and 

reduce backlogs; 
f. Consider use of temporary staff; 
g. Consider use of external contractor.  

 
5.10 Large new development of housing being built 
 
  

Risk level: Medium  Impact level: Medium 
 
Actions: 

a. Managers and key staff to have awareness of 
potential new developments likely to impact on tax 
base; 

b. Work-flow trends to be constantly monitored to limit 
risk of unexpected surge; 

c. Plan for additional resources as appropriate; 
d. Redirect priorities and staff resources to minimise and 

reduce backlogs; 
e. Consider use of temporary staff; 
f. Consider use of external contractor.  

 

CONCLU

6.1 The Contingency P  in conjunction with the 
overall Operational rocedures and guidance 
maintained by the R
take account of corporate policy and best practice. 

6.2 The Head of Revenues & Housing and the Members endorse the plan 
and the procedures contained. 

improvement; 
h. Priorities to be reviewed and Operational Plan

  

 
5.9 

 
 

SION 
 

lan is intended to be used
Plan and the operational p
evenues & Benefit Service.  It has been drafted to 
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Revenues and Benefits 
 
 

  
 
 
 
 

 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

Policy and Procedures for 
Management Checking and 

Information 
(back to contents)

 

- 70 - 



 

 
 
 

ts 

Overview          
Management Checking Policy       
New trainee checks        
Verification Framework checks       
Non Verification Framework checks      
Stats 128          
Fraud checks         
Overpayment checking        

 
Conten
 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 

11. 
12.      

4. Monitoring policy and procedures 
ir purpose      

 
 
 
 
 
 
 
 
 
 
 
 

9. Schedule of banding alterations 
10. Revenues checking 

Management processes checking      
Internal and External Audit checks  

13. Management information policy      
1
15. List of reports and the
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1. Overview
1.1 e

(HB
pro  to this 

rev
dea nd 

e
use
Re onitor 

res
per  Rochford 
District Council. It also demonstrates what Management reporting 

1.2 

te policy and best practice. 
.3 The Head of Revenues & Housing Management and Members endorse 

ssociated procedures. 

 
2.0 

ocesses; 

raining as necessary; 

ise Council Tax and Business Rates income by accurate 
classification of charges and the subsequent checking of these 
classifications; 

 
Th  administration of the Housing Benefit and Council Tax Benefit 

/CTB) Schemes require Local Authorities to carry out a checking 
cess of all parts of the benefit calculation process. In addition

best value and best practice advocates the ongoing checking of all 
enues work in the same way. This is to ensure that all cases are 
lt with in accordance to the regulations as set out by the DWP a

ODPM and are also using best practice in the way it deals with 
R venues & Benefits as a whole. It also requires Local Authorities to 

 management information to assist with checking, predict trends in 
venues & Benefits, predict peaks and troughs in workloads, m

performance and accuracy levels, and help management to allocate 
ources.  This document defines the policy, strategy, monitoring and 
formance targets for Management checks carried out by

mechanism it is currently using to ensure management can plan for any 
of the above. 
The policy is intended to be used in conjunction with the operational 
procedures and guidance maintained by the Revenues & Benefits 
Service and has been drafted to take into account all current prevailing 
legislation, corpora

1
the policy and a

 
Management checking policy 

The overall aims of the policy are as follows 
 

• Prevent and minimise the number and value of errors caused via 
effective checking pr

• Minimise the level of complaints and appeals received by checking 
all aspects of the decision are right first time;    

• Through checking processes identify trends in types of errors made 
and amend procedures and t

• Maximise subsidy income through the accurate classification of 
overpayments and the subsequent checking of these classifications;  

• Maxim
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• Monitor the effectiveness of the training given to new members of 
staff through the 100% checking mechanism and report to training 
officer as necessary. 

• Ensure all cases that have not been reported to the Fraud section 
and should have are done so through the correct reporting 
mechanism. 

• Ensure that all fraud investigations are carried out in accordance 
with the Social Security Administration Act and the Social Security 

ccordance to the 

ecovery and whom it is collected from is 

its section, predict trends 
in workload, monitor accuracy levels and identify training issues and 

ction when performance starts to slip. 

• To check on an adhoc basis all management procedures and 
ade in 

 
2.1 es & Benefits Service Operational Plan sets out the 

timescales for achievement of the targets detailed in this Policy. 
 
 

New tr
 
.0 hat a trainee makes a decision on is checked on a daily basis. 

 

3.1 wing day so that errors are found 
and corrected as soon as possible and further training issues could be 

3.2 
 provided, application of the council tax or benefit 

erification 

.3 e 
‘Benefit Application Verification Framework Tracking’ sheet or the 

Fraud Act and that any sanctions identified are done in accordance 
to HB & CTB regulations 

• Monitor the recovery of overpayments to ensure that the method, 
rate of recovery and from whom is carried out in a
guidance set out in the overpayments policy and procedure. 

• Monitor the recovery of Council Tax and Business Rates to ensure 
that the method, rate of r
done so in accordance to the Council Tax Recovery procedures. 

• Monitor performance of Revenues & Benef

put contingencies into a

decision making to ensure that these decisions are m
accordance with best practice, guidance and regulations. 

The Revenu

2.2 The following sections of this document detail the specific procedures
and performance targets relating to the individual elements of the
checking process 

 
ainee checking 

All work t3
The work to be checked by the trainee will be passed to the training
officer or a senior officer at the end of each day 
The work is be checked each follo

identified immediately. 
The work is checked for accuracy, correct assessment of the 
information
regulations applicable to that particular piece of work and v
framework compliancy checks. 
If the work is correct after the above checks have been carried out th3
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Council Tax checking sheet is signed and dated by the che
officer.   
If the work is incorrect the Council Tax or Benefits

cking 

.4  ‘checking sheet’ is 
 

.5 The checking sheet is passed back to the trainee immediately for 
-

 verified 
.6 Should this still be incorrect this process will continue until the checker 

.7 If the checking officer felt that the error was of a more complicated 

3.8 ch 
 for 

 
Verific

 used as part of this 10% check. 
ery 

 
4.1 

rrors are found and corrected as soon as possible and 

.2 

 work 
 

3
attached to the work together with an explanation of the error, and what
action is required to correct it. 

3
correction and after the trainee has amended the decision it is re
submitted to the relevant checking officer to be

3
is happy with the decision 

3
nature it would be discussed and worked through with the trainee and 
the checker and the amended decision would be carried out together 
as part of the trainee’s ongoing training requirements 
All checking is logged and any errors found are recorded on ea
officers training log. This log is to use as Management information
accuracy and training levels. 

3.9 After errors are re-checked and found to then be correct the checking 
sheet will be updated to take note of that fact 

ation Framework checking 
 
4.0 A 4% check on all decisions made in accordance to Verification 

Framework are done daily on a random basis. At least two separate 
assessment officers work per day are
Every assessment officer’s work will be checked at least once ev
two weeks. 

The work is checked each following day prior to notifications being 
issued so that e
further training issues can be identified immediately. 

 
The work is checked for accuracy, correct assessment of the 4
information provided, application of the benefit regulations applicable to 
that particular piece of work and Verification Framework compliancy 
checks. 

 
4.3 If the work is correct after the above checks have been carried out the 

‘Benefit Application Verification Framework Tracking’ sheet is signed 
and dated by the checking officer.  

 
4.4  If the work is incorrect the ‘checking sheet’ is attached to the

together with an explanation of the error, and what action is required  to
correct it. 
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4.5 The checking sheet is passed back to the assessment officer 
immediately for correction and after the officer has amended the 
decision is re-submitted to the relevant checking officer to be verified 

ed with the assessment 
officer before passing them the error for correction. 

.7 All checking is logged on the VF items processed report. A copy of the 
error checking sheet is kept on a designated file.  

.8 After errors are re-checked and found to then be correct the checking 
sheet will be updated to take note of that fact 

 
5.0  

 
e 

 part of this 4% check. Every assessment 
officers work will be checked at least once every two weeks. 

5.1  all 
 

s 
ng 

5.3 Dep d
checke
and application of the benefit regulations applicable to that particular 
piec o

 
5.4 If the work is correct after the above checks have been carried out the 

piece of work is date stamped as checked by the checking officer.  
 
5.5 If the work is incorrect the ‘checking sheet’ is attached to the work with 

an e l
 
5.6 The checking sheet is passed back to the assessment officer as 

quickly d the 
decision is re-submitted to the relevant checking officer to be re-
checked. 

 
4.6 If it were felt by the checking officer that this error was of a more 

complicated nature the error would be discuss

 
4

 
4

 
 
Non Verification Framework checking 

A 4% check on all other work where a decision is made or will lead to a
decision to be made such as pre-assessment work, correspondence
sent withdrawal, ceasing of claims or payment on account are don
daily on a random basis. At least two separate assessment officers 
work per day are used as

 
When checking payments on account the checking officer will check
claims whether they are VF claims or not as to whether the claim could
have been assessed as a payment on account. Although in most case
this may be too late it acts as a training aid and will help when doi
the 4% check on pre assessment. 

 
5.2 The work is checked as soon as possible to ensure that any errors are 

corrected at the earliest opportunity. 
 

en ent on the nature of the work being checked the work is 
d for accuracy, correct assessment of the information provided 

e f work. 

xp anation of the error, and what needs to be done to correct it. 

as possible for correction and after the officer has amende
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5.7 If it were felt by the checking officer that this error was of a more 

 
5.8 n each 

officers training log. This log is to use as management information for 
accuracy and training levels. 

.9 After errors are re-checked and found to then be correct the checking 

 
 
 
 
 
 
 
Stats 128 repo
 
6.1 As part of the ‘Department for Works and Pensions Management of 

Info a
carry out a check of 125 claims and report accuracy levels back to the 

 
6.2 

k 125 claims at random of which 120 will be live and in 

 
6.3  the 

 
• The Council Tax account is checked for liable people, discounts 

 Direct 

amounts, premiums, income disregards and non-
dependant deductions have been allocated. The benefit 

complicated nature the error would be discussed with the assessment 
officer before passing them the error to correct. 

All checking is logged and any errors found are recorded o

 
5

sheet will be updated to take note of that fact 

rt  

rm tion Systems Guide’ local authorities are required quarterly to 

DWP. Managers will also use this check as a basis to reporting the 
Best Value Performance indicator 79a. This is now Performance 
Measure number 6 which is considerably weighted under the revised 
performance standards. 

The purpose of the stats 128 report is to check the benefit calculation 
and that the subsequent benefit awards are correct. The Academy 
System will pic
payment claims and 5 unsuccessful claims. These decisions chosen 
will either be new claim assessed, renewal claims reassessed or 
changes of circumstance that have been updated. 

Further to the calculation and award checking we will also carry out
following crosschecks as part of the accuracy check: 

and any bank accounts used to pay the Council Tax by
Debit. 

• Check the Rent Costs, Council Tax and or Rent Officer 
decisions if applicable. 

• Check household members income and capital, dates of birth 
their status in the claim and hours worked etc. 

• The claim status is checked making sure that the claim shows 
whether it is an Income Support or Standard claim correctly. 

• The statement of calculation is checked to ensure the correct 
applicable 
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entitlement is then cross-checked with the awards o
assessment lines. 

If the claim is correct the paperwork is stamped and signed off as a 
stats 128 check. 

If there are any errors a checking sheet is completed with details of th
error and any corrections that are to be done and the work is returned 
to the original assessor for correction. Once corrected the claim 
checked. The checking sheets remains attached to work. 

n the 

 
6.4 

 
6.5 e 

is re-

 

 
7.1 

ers 
 

arry out 
ce a year on the Fraud processes. 

• Internal audit spend an average of ten working days each year 

 
7.2  

. 

ill 
ach other what they feel is the best way of dealing with 

ach case in accordance with Social Security Legislation. HB & CTB 
ulations, PACE, CPIA, RIPA, HRA and the relevant provisions of 

 
e as to 

commend to the Revenues and 
Benefits manager a sanction. 

7.4 
ble to recommend 

or no further action to be taken. 
The manager will then look through the file notes and either agree with 

 
Fraud checking 

Because Fraud is such a crucial area there are five different levels of 
checking carried out in this area. A separate section or officer carries 
out each type of checking procedure. The Five different checking 
mechanisms are:- 
 

• An internal checking process carried out by the Fraud Offic
• The Revenues and Benefits Manager not only has to authorise

every sanction before action is taken but they will also c
ad hoc checks at least on

checking Fraud 
• External audit carry out checks on the Fraud Team each year 

Internal checking process – Currently there are only two authorised
officers in the fraud section that have both received PINS accreditation
Officers will be allocated their own caseload. However, although each 
fraud officer will independently deal with their own cases, they w
discuss with e
e
reg
the Theft Act. 

 
7.3 Once the Fraud section has looked at a case from a referral, a panel 

will sit every fortnight to decide whether there is enough evidence from
fraud’s findings for a decision to be made. The panel will decid
whether Fraud have enough evidence for benefits to reassess the 
claim after an investigation so as to re

 
Once Fraud have received the amended claim back after the 
overpayment has been calculated, they are then a
the case to the Revenues and Benefits Manager for a possible 
sanction to be imposed on the fraudulent claimant. A report will be 
prepared for the manager with a recommendation of a formal caution, 
administration penalty, prosecution 
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the recommendation, disagree with the recommendation and sugg
different outcome or they could ask for further information before they 
make a 

est a 

decision. 

he fraud procedures. The Manager will 
work with the internal audit section and the Head of Revenues and 

he 
 as 

regulations, PACE, CPIA, RIPA, HRA and the relevant provisions of 
the theft act. 

 

efit 

anges will have to be made or they may 
dit report and subsidy claim. Therefore it 

 
8.1 

 
8.2 

ses this amount can be 
higher if we choose to use this option of recovery 

 

 
7.5 The Revenues and Benefits Manager will keep all of these 

recommendations on a spreadsheet so they can use this for 
management information and as a tool to carry out ad hoc checks on 
the fraud team members and t

Housing Management in carrying out at least two days checking of 
each of the two fraud officers per year to satisfy themselves that t
officers are working within Rochford’s fraud policies and procedures
well as in accordance to Social Security Legislation. HB & CTB 

 
.6 As previously stated an important part of internal audits extensive time 7

looking at the benefits area is looking at the fraud processes. They are 
committed to spending about ten days per year covering this area and 
with the expansion of the audit process to include the Housing Ben
Performance Standards they may spend more than ten days each year 
looking at fraud in the future. Internal audit as part of their fraud check 
will sample some of the claims submitted for WIBS rewards or 
sanctions each year and report their findings back to the Head of 
Revenue and Housing management and the Revenues and Benefits 
manager. They will also include external auditors findings and 
recommendations in their audit. 

 
7.7 Currently PKF who are our contracted external auditors will carry out a 

check on Fraud once a year and report their findings in their 
management letter to committee members each December. If they find 
any issues of significant weakness they will recommend to senior 
officers and members that ch
not be able to sign off the au
will be necessary for fraud to implement any recommendations 
immediately. 
 
   

8 Overpayment checking 

All the overpayments are checked as soon as they arrive on the ‘refer 
to source’ list, which is produced each week on a batch run. As soon 
as the overpayment officer receives this list they check if the 
overpayment period is correct and that the invoice is correctly billed to 
the right person, claimant or landlord 

The Remote Access Terminal is checked to see if deductions direct 
from other benefits can be used. In fraud ca
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8.3 Any debts over £1000.00 will be checked by the Overpayment Offic
and the Senior Recover Officer to see if the case is appropriate to
referred to the Bailiff for collection.

er 
 be 

 

 

 
.5 Before any case is taken to court it will be referred to the Revenues 

tion. The Revenues and Benefits 
Manager will authorise the case before the Senior Recover Officer can 

 
8.6 te off 

ior 

off.     
 
 
9. anding alterations 

e 

 
9.3 

 

10.1 

 
10.2 

is dispatched. The checking 
llow 

 
10.3 rried 

 
8.4 Any payment arrangement will be treated on its merit and will be 

checked by the Senior Recovery Officer in line with the Corporate Debt
Policy. 

8
and Benefits Manager for considera

submit it to the County Court. 

The overpayments officer prepares all recommendations for wri
cases in accordance to the Council’s write off policy. The Sen
Recovery Officer then checks the paperwork before submitting the 
case to the Revenues and Benefits Manager to authorise the write 

Schedule of b
 
9.1 Schedules of council Tax banding alterations are downloaded from th

Valuation Office Agency (VOA) website and actioned on a weekly 
basis. 

 
9.2 Once all alterations from the schedules have been completed a paper 

version of the schedule is signed by the officer actioning the work and 
then passed to a senior officer for verification and authorisation. 

The same verification procedure is applied to ‘No Action Schedules’. 
 
9.4 Once each weekly schedule has been completed the ‘Valuation Office’ 

totals are balanced to Rochford’s system totals. Any discrepancies are 
investigated, resolved and noted on the totals sheet. The totals sheet is
signed and verified by a senior officer. 

 
10. Revenues checking 
 

On a daily basis 4% of all council tax work processed will be done in 
line with the 4% that benefits is required to carry out. 

The work will be checked within a couple of days of the work being 
processed so that any errors or amendments that are found can be 
corrected before any documentation 
officer should ensure that all cases ready for checking does so to a
a minimum of 14 days notice before the next instalment may be due. 

If the work is correct it will be passed directly to the officer who ca
out the assessment for dispatch. If however, the work is incorrect the 

- 79 - 



 

work will be passed back to the officer with a ‘checking sheet’ listing 
 dispatch. 

 

 
10.5  the 

t 
information and training requirements and can be put into the officers 
train g

 
11. Man e
 
11.1 All n it 

administration that are to be introduced or recommended by the 
Rev u
Assistant Revenues Manager have to go through a reporting 
mechanism. This mechanism can be one simple check from the Head 
of R e
change in the structure. All of thes
acc a cture identified in the 
ope io

 
11.2 If it ju r 

dep m e charge 
pay , red 
from th

 
If a change does have some affect to other departments but no major 

e 
sing 

11.4 

h previous checks. 
 
11.5 

fits 
anager will have to report to either of these with an update of how the 

 

the items to be corrected before
 
10.4 If the error is of a complicated or a serious nature that may require 

training the senior officer will discuss the issue concerned before 
passing back the error to correct. 

All checking will be logged and any errors found are recorded on
individual officers checking log. This log is then used for managemen

in  plan.  

ag ment processes checking 

ew processes, procedures or methods of revenue and benef

en es & Benefits Manager, Assistant Benefits Manager or 

ev nues and Housing Management to Full Council agreeing a 
e processes should be carried out in 

ord nce to the new inverted organisational stru
rat nal plan 

 to any otheis st a procedural change that has no impact
art ent within the council and has no major affect on th
ers  claimants or budget then a recommendation will be requi

e Head of Revenues and Housing Management. 

11.3 
affects on the customer or budget then Corporate Management Board 
(Chief Executive and the two Corporate Directors) will decide on th
recommendations once agreed by the Head of Revenues and Hou
Management. 

 
If a change involves any type of restructure, major change to revenues 
& benefits administration or possible major affects to the budget, then 
either Policy & Finance Committee or Full Council will need to decide 
on the changes after it has gone throug

Once any changes have been introduced or current procedures need 
reviewing both Internal Audit and the Head of Revenues and Housing 
Management will carry out checks at relevant dates as agreed when 
the procedure or process was introduced. The Revenues and Bene
M
process is going with supporting evidence of what decisions have been 
made and carried out. 

 
11.6 Finally External Audit will carry out checks on The Revenues and 

Benefits manager especially in areas of Finance, like subsidy, stats, 
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accuracy and schemes like Verification Framework and the New 
Incentive Scheme.   

 

 
.1 Internal Audit spend approximately 30 days per year auditing revenues 

& benefits and with the adoption of the Housing Benefit Performance 
standards by members and officers it has been recommended they 
spend more time and resource on this area in future years auditing our 
per m items 
considered when preparing a brief for a Revenues & Benefits audit: 

 
oints Forward 

Previously 

• Work through Audit Commission's check list on management 

entified on Risk Register 
• Identify and discuss with Line Manager areas of HBPS and 

ew initiatives 
• Agree brief with Audit and Process Review Manager 

2.2 In their Annual Audit letter to the authority the Council's External 
Auditors (PKF) report on Standards of Financial Conduct and the 

orruption. 

hat 

 

 

 
1. Internal and external audit checks 

1

for ance against the standards. The following are the 

• Read previous audit and identify any P
• Take into account any Areas Tested 
• Performance Indicators - comment on performance against 

targets 
• Use CIPFA Internal Control matrices to evaluate control 

objectives 

arrangement (Fraud only) 
• Work through PKF's Internal Control checklist  
• Look at and discuss relevant items identified on Service Action 

Plans 
• Consider risks id

CIPFA Best Value action plan to be included in audit 
• Identify areas and sample size for testing 
• Discuss objectives with Audit and Process Review 

Manager/Line Manager/Head of Service and identify any 
changes/problems/n

 
1

Prevention and Detection of Fraud and C
 

In accordance to the financial conduct aspect external audit spend two 
weeks inspecting the subsidy claim and how it is made up and then 
asks for a number of claims that go to support the claim and check t
benefit has been calculated correctly. 

Auditors also spend time looking at claims recommended for sanctions 
to see if there is supporting evidence for the WIBS claimed, and 
Various Council Tax and Business Rate accounts to ensure they have 
been set up and billed in accordance to guidance and regulations. 
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2. 
 
2.1 

elivery’ of the Revenues & Benefits Service, Managers 
cy 

ded. 
 
2.2  strong Management 

 

• Accuracy in awards of discounts and exemptions 

 
2.3 

remedy them in order to provide a quality, cost effective service in line 
with

 
2.4 Ma or correction log to identify 

whether there is a need for additional training in certain areas or to 
ral 

efing sessions. 
 
2.5 The Head of Service will include Management Checking as part of their 

ove ing six-mon l examine 
poli practices an ility for 
future delivery of the servic

 
 
 
 
14. Monitoring policy & proced
 
14.1

  
• ime 

it is taking to process both new claims and changes in circumstances. 

Management Information Policy 

The Council recognises that in order to make value judgements 
‘affecting the d
and Members must have high level management reports on accura
and speed of service. This will allow the Council to divert or attribute 
resources to where they are most nee

The Council therefore relies heavily on a
Information regime which demonstrates: 

• Consistency of decision 
• Proper application and interpretation of regulations 
• Accuracy in benefit entitlement 

• Accuracy in Subsidy levels claimed 
• Early identification in causes of errors 
• Ability to redistribute resources 
• Early identification of training needs 

The regime allows for the early identification of errors and the need to 

 Corporate Aims. 

nagers examine error reports and the err

certain groups or members of staff. Error log examination is an integ
part of the management process and occurs as a standing item on 
team bri

rarch thly report to Members. Members wil
cies, d existing targets to consider their suitab

e. Any amendments will be incorporated 
into an improvement plan.  

ures 

 In order to ensure the working practices and procedures of the section 
put in place are working effectively to meet the desired outcomes and 
targets, as set out in the operational plan, regular monitoring of the 
work is undertaken. The types of monitoring for benefits are: 

A senior officer will on a weekly basis check the average length of t
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• 
previou
decisio
has led

• Report
decisio
the yea mpared with the target 
performance. 

• Where r mproving 
toward h d promptly and 
further changes in procedures made. 

• Where targets are met, or trends show a marked improvement, a 
succes u

• The number and age of all outstanding new claims is monitored by a 
senior officer using report hb6340a on a weekly basis. 

• All new claims where no action has been taken for more than seven 
ing a reply for further information) will be 

identified and passed to an assessor for the matter to be looked into. 

14.2 

• uns to assist in the maintenance and 
balancing of the system. Exceptions are checked and errors amended:- 
¾ 
 CT6290 accounts in credit report 

 
� ng  

have been written and now assist with 
are

• 
det a
allocation of resources. 

2  Disc

• 

Report number hb6850b provides a list of all decisions made during the 
s week and from this the senior officer will check the time each 
n has taken to be made. Where a mistake has been made that 
 to the processing time this will be corrected. 
 hb6850a provides details of the average length of time these 
ns have taken and this performance is measured against that of 
r to date and the current quarter and co

 ta gets are not being met, or performance is not i
s t e desired target, these failings can be identifie

sf l procedure can be identified. 

days (received, or follow

 
There is not such a detailed requirement for Revenues to monitor their 
work, as the repercussions do not have the same consequences. 
However, the following monitoring is carried out to ensure errors are 
kept to a minimum and the work is properly managed: 
The following programs are r

CT6210 cash posting 
¾
¾ CT6140 account property and transaction details 
 CT6300 transaction selection report ¾

The following System Query La uage (SQL) reports
the monitoring of the following 

as:- 
Items of work by type reaching deadline (see ¾ 

below for deadlines)  
Items of work by type over deadline ¾ 

¾ Monthly totals of work received by type 
The following programs are used to assist in 

ermining nd predicting peaks and troughs in workload and 

¾ CT63 0 ounts & Disregards 
report 

¾ CT6340 Circumstance Codes 
¾ CT6380 Diary Codes 
¾ CT6600 Inspector Statistics 

With regards to monitoring 
arrears or recovery on a monthly basis and prior to year end the senior 
recover officer monitors all cases where Council and Business rates 
are outstanding to ensure that appropriate recovery action is taken. 
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Any errors or amendments that are found are corrected and monitored 
to ensure the ext appropriate reco

 
 

14.3 Currently Revenues set deadlines for when certain work types 
hen ed by

targets). An SQL has been written to produce a report for when 
tsta ssed

monthly basis a further SQL report provides us with details of 
tals e

deadlines by work type are as follows: 

• Direct debits   10 days 
0 da

• Discounts & exemptions  10 days 
 da

 
 

3. Reports and their purpose 
 

3.1 Benefits System balancing – The 
the kly b Tax Ben
Rebate, Private Tenant Rent Allowance systems together with the 
balancing of the Overpayments Syst
ens has eceived 
by the appropriate systems. 

 

g 

HB6030 Council Tenant Payment run System Balancing 
 
HB6040 Private Tenant Payment run  System Balancing 
 
IM6010 Invoice Production Report  System Balancing 
 
IM6020 

IM6330 Transaction Total Report 
 
IM6120 Unallocated Credit Report System Balancing 

 

y are picked up on the n very run 

and w  they should be process  (see operational plan for 

any ou nding work is not proce  beyond this time.  On a 

the to  of all revenues work rec ived by each type. The 

 

• Moves    1 ys 

• Single Occupier discounts 14 ys 
• Recovery    10 days 
• General correspondence 10 days   

following programs are run to enable 
 daily/wee alancing of Council efit, Council Tenant Rent 

em. These checks are made to 
ure that the correct amount of benefit been paid and r

Batch program/Name          Purpose 
 
HB6450 (a,b,c,d,e,) Daily Transactions System Balancing 
 
HB6820 (a,b,) Totals Report  System Balancing 
HB7150 CTB Balancing (post Apr 01)  System Balancin
 

Invoice Payment Posting Report  System Balancing 
 

 System Balancing 
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3.2 Ma gement e rogra
com lete the overn ent tatisti l retu
qua a
year estimates. Also included are the reports to obtain the Best Value 
qua

 
Batch program/Name 

  
 

  
 urns 

 
r 05 ns 

 

B7960 Stats 123 revised DWP statistical data returns 

B7070 eturns 

B8310 Inland Revenue Returns Benefit paid to Landlords 

 

DW  Sub idy C im for  HRA 
ss & Council Tax 

Benefit 

B7450 i y il 

 
B7180 Discretionary Housing  Subsidy claim 

 
 

  
3.3 Management Checks – The purpose of these programs are to assist 

management in making decisions with regards to training needs, 
identifying peaks and troughs in workload, allocation of resources and 
ass i
campaigns for under claiming areas. 

 
 
 
 
 

na  Information – Thes  p ms are run in order to 
p G m S ca rns that are received on a 
rterly/ye rly basis together with the yearly subsidy returns and mid 

rterly performance indicators. 

Purpose 

HB7950 Stats 116 post Apr 05 DWP statistical data returns 

HB7980 Stats 124 post Apr 05 DWP statistical data ret
 
HB7990 Stats 124a post Ap  DWP statistical data retur
  
HB7970 Stats 121/122 post Apr 05 DWP statistical data returns 
  
H
  
H Accuracy of processing DWP statistical data r
  
H
  
HB6850 Performance indicators Best Value Indicators 
  
HB8730    P s la m For Rent Allowance, Non

Homele

  
H HRA Rent Subs d Subsidy details for Counc

Tenants 
 
H
 Payments  
  
HB8220 WIB1/WIB5 rewards Quarterly WIB returns 

  

ist in identifying types of claimant wh ch can lead to take up 

Batch program/Name      Purpose 

HB 7480 Rent Officer Review   Reports claims where the 
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Rent Officer referral is due for 
Renewal 

ec ived 
mp ted 

    improve processing times 

B6250 laims roce sed re ort 

    to improve processing times 

 

ability 
    change 

B8070 erific ion It s  s 

    which a 10% check is made 

B6800 ubsid  Integ ty Ch ck 

n the Subsidy 
    claim 

B6270 
oid 

 subsidy 

B6890 coun n  
    Account claims are either 

B8060 Incomplete Verifications To report any claims that the  
    VF process has not been  
    completed 

ment ch also  
  ended  
     
     ports 
     errors rent numbers used. 

 
 
HB6340 Correspondence r e Reports ‘delay’ days which 
 but not co le  are checked and monitored 
     in order to meet targets and 
 
 
H C  P s p Reports the time taken to 

process claims which is 
checked to identify reasons for 
delay and ways 

 
and  

     check for correctness 
 
HB6480 Council Tax Liability  To check that the Council Tax 
 Changes   Benefit has been adjusted in 
     accordance with any li
 
 
H V at em  Provide a list of all VF claim
 Completed   processed each day from  
 
 
H S y ri e To correct any incorrect  
     subsidy records. These  
     claims have to be corrected 
     to be included i
 
 
H Over threshold &  To check that claims have  
 Backdated claims  been correctly coded to av
     unnecessary loss of
 
 
H Payment on Ac t To check that all Payment o
 
     finalised r cancelled o
 
H
 
 
 
HB6030 Council Tenant Pay

   
Payment report whi
lists claim that are susp
which is checked and 
monitored. This also re

and 
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HB6040 Private Tenant Payment   
     at are suspended 
     
     rts 
     or 

numbers 
     
 

ave not 
 recorded   ard recorded  
     orrected 
 
IM6010 Invoice Production   produced  
     o  
     as been  

 
   
 
HB6110 Significant Birthdays ct  
     status nd income is applied 
  
     ed a 
     1,18,25  
     
 
HB6140 Diary Dates   Reports all weekly diaries that  
     have been set to check on 
     possible changes to a claim 
 
HB8250 WIB reward detail  Lists all the claims and  
     whether a WIB has been  
     recorded and the total of 
     successful/unsuccessful  
     rewards 
 
HB6940 Fraud – Referrals not Informs the Fraud section of 
 being investigated  new cases that have been  
     referred for further  
     investigation 
 
HB6950 Fraud – Completed   Advises of all investigations 
 Investigations  that have been completed 
 
HB6960 Fraud – Current   Lists all investigations that are 
 Investigations  still open 
 
 

Payment report which also
lists claim th
which is checked and 
monitored. This also repo
errors on incorrect credit

used 

HB8240 WIB rewards not  To report claims that h
had the WIB rew
so they can be c

Reports all invoices
daily which are checked t
ensure that it h

     
  

correctly classified and is 
recoverable 

To check that the corre
a

   to the member of the  
household who has reach
significant birthday i.e 
or 60 years old 
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HB6120 Claims marked for 
reassessment 

Identifies possible 
unposted adjustments 

 

HB6850 Performance Indicators Reports time taken to 
process new claims and 
change of 
circumstances which is 
checked for correctness 
and to identify reasons 
for delays and ways to 
improve processing 
time. 

HB6380 Suppress Notifications Reports cases where 
the permanent 
suppression of 
notifications has been 
set. All cases are 
amended to remove the 
suppression  

HB7160 Suspended/withdrawn 
claims 

Reports all claims that 
are suspended or 
withdrawn. This is used 
to monitor suspended 
cases. 

SQL Indicative Rents Reports all cases being 
paid HB on an indicative 
rent which is used to 
ensure the return of the 
Rent Officer referral 

 
 

which are passes to the
individual assessor to 
deal with. 
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1. 
 
1.1 ousing Benefit Schemes requires 

cil Tax based on the 
individual circum a or household. This document defines 
the policy, strat y  for the take-up of Benefit and 
Council Tax exemptions/discounts and for the provisions made by Rochford 
District Council e e contact with individual customers 
and third parties with a vested interest in a case. 

1.2 The policy is intended to be used in conjunction with the operational 
procedures and guidance maintained by the Revenues & Benefit Service and 

to take into account all current prevailing legislation, 

1.3 ed procedures are endorsed by the Head of Revenues 

1.4 
1.5 ports the needs of the service 

sers; 

.7 Provide support to those customers that are vulnerable and/or require 
assistance in making a claim;  

1.8 Ensure
exempt

1.9 Ens e
parties 

1.10 Ensure
1.11 The e

achieve
1.12 The o

performance targets relating to the individual elements of the administrative 
pro s

Overview 

The administration of the Council Tax and H
Local Authorities to calculate benefit entitlement and Coun

st nces of each claim 
eg  and performance targets

(th  Council) relating to th

has been drafted 
corporate policy and best practice. 
The policy and associat
& Housing and Members. 
The overall aims of the Policy are to: 
Provide a customer focused service that sup
u

1.6 Maximise take-up of the HB/CTB scheme; 
1

 that all Council Tax Payers are able to claim the discounts and or 
ions to that that may be entitled to; 

ur  that personal information held by the Council is communicated to those 
with appropriate authorisation; 
 that the Council’s Equal Opportunities Policy is adhered to.  

 R venues & Benefits Service Operational Plan sets out the timescales for 
ment of the targets detailed in this Policy.  

 f llowing sections of this document detail the specific policy and 

ces . 
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2. Custom
 
2.1 In adopting the vision ‘working in partnership to deliver an excellent service’ it is 

imperative that Rochford 
avai l

2.2 The customer charter has been written to clearly state this and also what else it 

2.3 The Charter is reviewed annually by Revenues and Benefits Management in 
conjunction with customer opinion through surveys, workshops, feedback and 
road shows and is then endorsed by Members and the Head of Revenue and 
Hou g

 
3. Publicity

3.1 A k e ss across is 
how w  publicising 
benefit take up is a key factor in that process. 

3.2 Wit R g changes in legislation and 
procedures it is very important to ensure that publicity and promotion for these 
are successful and meet the target audiences. 

 

3.3 Publicising the service  
 

• With the need to establish and improve the channels of communications with  
our customers and also with our partners, we are constantly developing and 
enhancing the following procedures: 

• We aim to ensure that all customers can maximise their income and are fully 
aware of their rights to benefit, discounts, reliefs and exemptions by widely 
publicising all our services.  

• We will publicise any changes in the benefits system or council tax legislation 
frequently  

• To provide poster campaigns illustrating a comprehensive e-government 
service allowing on line payments, account details and benefit information. 

• We will provide regular road shows for Revenues and Benefits services, which 
travels around many locations in the District, providing information and advice 
to our customers.  

• We provide a range of leaflets on all our services.  
• We use Rochford District Council's free newspaper, Rochford District Matters,  

to publicise and promote our services, and to keep customers informed on how 
well we are performing against our standards.  

er Charter 

shares with its customers the services that are 
lab e and how they are accessed. 

needs to deliver this excellent service. 

sin  Management. 

 

ey lement to getting our vision, customer charter and awarene
e publicise Revenues and Benefits to our customer and

h evenues and Benefits continually facin
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• Publicising anti-fraud activity through media sources and promoting the 
Fraud Hotline and public co-operation in identifying and 

lus  

3. Take-up of benefit 
3.1  The Social Security Contributions states that every 

auth it
“… a
securin
become e entitled to it.” 
 

3.2 The Co
 

• of the 

es, where the information will be relevant; 

iming, groups; 

tomer Service arrangements that will advise on 

end 

• Providing advice and information in alternative media formats as 
determined by local requirements or on request; 

• Offering advice relating to the potential eligibility to other benefits; 

Housing Benefit 
reporting fraud. 

• Invite customer surveys to ensure we consult our customers about their needs 
and their opinions on the service we provide. 

• We hold regular meetings with our 3rd party organisations: 
• Benefits customers  
• Citizens Advice Bureaux  
• Jobcentre P
• Housing Associations 
• Landlord 

 

and Benefits Act (1992) 
or y awarding HB: 
sh ll take such steps as appear to them appropriate for the purpose of 

g that persons who may be entitled to housing benefit from the authority 
 aware that they may b

uncil will seek to maximise take up of HB/CTB by: 

Including within the overall strategy for the administration 
HB/CTB scheme, a commitment to encouraging take-up of the scheme 
and developing an effective Customer Service provision; 

• Raising awareness of the scheme through publicity displayed in all 
public offices and those places, such as Registered Social Landlord or 
Jobcentre Plus offic

• Undertaking periodic reviews aimed at encouraging the take-up of 
entitlement for specific, and potentially under cla

• Providing a claim form that is clear and simple but meets the required 
administrative standards; 

• Providing effective Cus
the potential eligibility of a claim and provide advice on how to make a 
successful claim; 

• Provide a visiting service for those customers who are unable to att
the office; 
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• Providing advice to representative groups, such as RSL’s and CAB, 

on take up of their 

3.3 The Council will provide, monitor and display leaflets relating to the HB/CTB 
scheme within the reception facility.  In particular the leaflets will relate to:   

kdating, 

 

relating to the scheme and the Council’s policy relating to its 
administration; 

• Include details on how to claim to all LA tenants 
tenancy; 

• Include details on how to claim with Council Tax correspondence. 
 

 

• Who can apply for benefit; 

• How to apply for benefit, including details of the supporting 
documentation required; 

• How HB/CTB is calculated; 

• Specific areas of the scheme such as appeals, bac
Discretionary Housing Payments etc 

• How to complain; 

• Details of other social security benefits. 
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4. Claim 
4.1 The Coun w for 

HB/CT to
4.2 The Coun w  to 

show c s sts. 
This also ding partnership working and capacity 
building e

4.3 The Council  a 
reasonable ent 
purposes. 

4.4

• 

• 

• Pro  documentation required to be 

• Contains an appropriately worded declaration aimed at preventing 
audulent claims and the ability to share information with appropriate 
gencies where appropriate; 

t wording to allow the sharing of information on the 

4.5 In order to maximise take-up of the scheme, the Council will make the claim form 

• vice points where public 

een made relating 

• t een made 

• By telephone request. 
4.6 Where a r u be 

posted with
4.7 All claim fo s

office, w h

Form 
cil ill provide a specified form, for the purpose of making a claim 
B,  any persons making a legitimate request.  
cil ill try to share a joint claim form with its neighbouring authorities
on istency of claiming within the locality and share on printing co

meets with the target regar
 (s e Operational plan). 

reserves the right to refuse to provide a form where there is
 suspicion that the form is intended to be used for fraudul

 The Council will ensure that the claim form: 

Meets the standards of the BFI recommendations; 

Requests all information required to determine correct entitlement; 

vides information relating to the
provided in support of the claim to the standards of the Verification 
Framework guidance; 

fr
a

• Contains consen
progress of the claim with the landlord in direct payment cases. 

available; 

At all Council offices and/or Customer Ser
access is granted; 

• At the offices of RSL’s where an arrangement has b
to the secure storage and distribution of forms; 

A the local advice offices where an arrangement has b
relating to the secure storage and distribution of forms; 

eq est is made for a claim form to be sent by post, the form will 
in 24 hours of the request being made. 

rm  will be date stamped, with the date of receipt at the designated 
it in 24 hours of receipt.



 
 
4.8 The Council w om appropriately trained staff, 

relating  

• At the specified HB/CTB Customer Services office; 

5 
5.1 The C ut 

the nt 
at the Civic Suite, Rayleigh. 

5.2 afe and secure 
environment for both staff and customers.  Members of staff are expected to 

heir duties in a polite and professional manner.   
5.3 rovisions will be made for abusive and/or potential violent customers to be 

excluded from the facility. 
5.4

5.5 The facility il

• Ca he 
claim form and/or potential entitlement to benefit; 

• ts, 
exe

• a

• e ries 

• nd 

• Are able to verify documentation provided in support of the claim to the 

• re able to provide advice relating to overpayments and recovery 
ction; 

f a 

ating to other council tax or benefits.

ill provide clarification and advice, fr
 to the completion of the claim form; 

• By telephone; 

• By home visit (where appropriate) 

• By written correspondence. 
 

Personal Callers 
ouncil will provide a facility for personal callers to make or enquire abo
ir claim at the Council Offices, South Street, Rochford and by arrangeme

 The Council will ensure that the facility is provided within a s

perform t
 P

 The facility will be made available during the following periods: 

• Monday to Thursday : 8.30 a.m. to 4.30 p.m. 

• Friday : 8.30 a.m. to 4.00 p.m. 
 w l be staffed by appropriately trained staff who: 

n provide assistance and advice on making a claim, completing t

Can provide assistance and advice on Council Tax discoun
mptions, disregards etc. 

H ve immediate access to the relevant claim or account information; 

Ar  able to provide an accurate and clear response to all enqui
relating to the Council Tax and or Benefits schemes; 

Are able to assist with payment arrangements, ways to pay a
instalment enquiries; 

required VF standard; 

A
a

• Are able to provide advice relating to the effect, or potential effect, o
change of circumstances; 

• Are able to provide advice rel
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5.6 On attending the personal caller facility, each caller will: 

inutes of their arrival; 

• Be seen by an officer able to respond to detailed enquires 

mation/documentation that has been 
en 

request; 

• The appointment will be for a date of not more than 14 calendar 
date of the request; 

f 
 their 

6.1 The

6.2 The facility will be made available during the following periods: 

6.3 The

claim or account 
information; 

exemptions, disregards etc. 

nse to all 
enquiries relating to the Council Tax and or Benefit schemes; 

ements, ways to pay and 
instalment enquiries; 

• Be seen by an officer able to respond to basic enquires within 
10 m

within 15 minutes of their arrival; 

• Be provided with the facility for an interview to be conducted in 
a private interviewing room; 

• Be provided with a record detailing the issues discussed during 
the interview, the infor
provided and any information/documentation that has be
requested. 

5.7 Where a request for an appointment is received by any media: 

• A response detailing the date, time and location will be sent to 
the customer within 48 hours of the 

days from the 

• On attendance, the customer will be seen within 15 minutes o
their appointment time by an officer able to deal with
enquiry. 

 
6 Telephone Enquiries 

 Council will provide a facility for enquiries to be made via the 
telephone. 

• Monday to Friday : 8.00 a.m. to 8.00 p.m. 

• Saturday : 9.00 a.m. to 12.00 a.m. 
 facility will be staffed by appropriately trained staff who: 

• Perform their duties in a polite and professional manner; 

• Have immediate access to the relevant 

• Can provide assistance and advice on making a claim, 
completing the claim form and/or potential entitlement to 
benefit; 

• Can provide assistance and advice on Council Tax discounts, 

• Are able to provide an accurate and clear respo

• Are able to assist with payment arrang
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• Are able to provide advice relating to overpayments and 
recovery action; 

lating to the effect, or potential 
effect, of a change of circumstances; 

provide advice relating to other council tax and or 
benefits. 

 On ch call will be answered, 

6.5 Wh
d back within 24 hours, 

6.6 Wh  that the 

 
7 Vis
 
7.1 The Council will provide a home visiti

thos c

completing the claim form and/or potential entitlement to 

ncil Tax and or Benefits scheme; 

res; 

• Are able to provide advice relating to other benefits. 
 

urs of the receipt of the request. 
.4 The notification of the visit will contain: 

• Are able to provide advice re

• Are able to 

6.4  contacting the Revenues & Benefits service ea
by an appropriately trained member of staff, within 30 seconds. 
ere a full response cannot be provided at the time of the call, the 
customer will be advised that they will be calle
or at a time arranged as convenient, with a full response. 
ere a caller is abusive and/or threatening they will be advised
call will be terminated if the behaviour persists.  Details of all such 
occurrences will be recorded and the appropriate line manager 
advised.  

6.7 Details of all calls will be recorded by the appropriate method. 

its 

ng service to provide assistance to 
e ustomers who are unable to attend the office. 

7.2 Visits will be carried out by nominated officers who are sufficiently trained 
to carry out the duties required of them relating to: 

• Can provide assistance and advice on making a claim, 

benefit.   

• Are able to provide an accurate and clear response to all 
enquiries relating to the Cou

• Are able to verify documentation provided in support of the 
claim to the required standard; 

• Are able to provide advice relating to benefit overpayments and 
council tax recovery procedu

• Are able to provide advice relating to the effect, or potential 
effect, of a change of circumstances to Council Tax and or 
Benefit entitlement; 

7.3 Requests for a visit will be accepted in any format.  On receipt of a request 
that is deemed appropriate, notification of the visit will be made within 
48 ho

7
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• Date and time of the visit; 

• Name of the visiting officer; 

• Any documentation and/or information that will be required during 
the visit. 

 
 nominated visiting officers will produce official identification at the 
outset of the visit. You can confirm this by ringing the Council before 
you let the visiting officer into your premises. 

7.5 The

rmined by the 
Rev u

7.7 Visits will b
that a th t 

7.8 Where v
the cus  the fact and requested 
to c ta

 
8 E-Gove
8.1 The -G

our im
services in ways, which put our customers first, this meaning Revenues 
and Benefits in particular. 
  

8.2 E-gove
organisations that deliver them. It offers huge opportunities for service 
imp e ement of 
change.  

8.3  The Revenues and Benefits section recognise the importance of 
part r
projects
of our major opportunities will be achieving efficiency gains and that the 
awa n
of redistributing those gains into front line services. 

The council will provide on-line facilities which will be available 24 
hours a day, 7 days a week. This will provide the customer access to 
use the following services: 
 
• Viewing Council Tax/Benefit accounts and making payments online   

• Applying on-line / cancelling Single Occupancy Discount 

• Council Charges and Banding information 

7.6 Visiting officers will adhere to the safety procedures as dete
en es & Benefits Manager. 

e conducted by more than one officer where it is considered 
reat to safety exis

 a isit conducted at the designated date and time is unsuccessful, 
tomer will be notified within 24 hours of

on ct the Revenues & Benefits Office. 

rnment 
 E overnment project is helping to transform our public services, 
pr ary aim being to achieve full electronic delivery of priority 

rnment assists with the transformation of local services and the 

rov ment - and huge challenges around the manag

ne ships and knowledge and that by working together and sharing 
, local authorities can benefit from an interchange of ideas. One 

re ess of new ways of serving customers identifies effective ways 
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• Registering a change of address 

9. Info
9.1 The inform n of the 

HB/ B
confide

9.2 The Co c
be h ld

9.3 Upon rece will take the 
app r
app pr

.4 Where the enquiry is made on behalf of the person making the claim, 
written authorisation should be obtained from the claimant, prior to any 
information being disclosed, detailing 

• The details of the person to whom authority to discuss the claim 
has been granted; 

• Any restrictions relating to the nature of the information that can 
be discussed. 

The written authorisation will be maintained on the claim file and the 
appropriate system annotation made to enable members of staff 
dealing with enquiries to establish who information may be disclosed 
to. 

9.6 Enquiries received from landlords will be subject to the same provisions 
with the exception of enquiries relating to payments of benefit that have 
been made directly to the landlord. 

9.7 In such circumstances, information relating to the payment, or 
overpayment, may be discussed with the landlord but this will not 
extend to the disclosure, either directly or indirectly, of personal 
information relating to the claimant. 

9.8 Where there is any concern to whether or not authorisation to discuss the 
claim has been provided, or whether the person making the enquiry is 
who they claim to be, the person making the claim will be contacted for 
clarification prior to any information being provided. 

 
 
10 Persons with special needs-everyone has the right to equality of 

access 
 

• Report a change in circumstances 

• Report a Fraud 

rmation to Landlords and third parties 
ation collected and retained as part of the administratio

CT  and Council Tax schemes is confidential and subject to all 
ntiality and Data Protection legislation. 

un il will ensure that personal information held by the Council will 
e  securely and with the appropriate access restrictions. 

ipt of an enquiry relating to data held, the Council 
rop iate steps to ensure that the person making the enquiry has the 
ro iate authority to access the information. 

9

9.5 
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10.1 The Council is committed to providing a provision that addresses the 
needs and provides the same high level of service to all persons who 
require 

10.2 The Co ment to the 
Race Relations Act (1976 & 2000), Disability Discrimination Act (1995) 
and its strategy on diversity. To back up its commitment it has invested 
in a new reception area that meets the requirements of the DDA and 
has a training programme in place to raise the awareness of its 
commitment to Diversity, Equality and the Race Relations Act.   

10.3 In addition to this, the Revenues & Benefits service will: 

• Seek to establish the specific needs of all persons within the 
authority relating to the provision of the Council Tax and or 
Benefits service; 

• Provide personal enquiry facilities that are accessible and 
suitable for all persons with disabilities; 

• Provide claim and general information in alternative and 
suitable media, such as audio cassette, large print, Braille etc, 
as determined by documented assessments of specific 
requirements or on request;  

• Provide claim and general information in key ethnic minority 
languages as determined by documented assessments of 
specific requirements or on request;  

• Provide facilities for people with speech or hearing difficulties 
including the ability to arrange an interview using British Sign 
Language; 

• Provide a translation/interpreting service on request; 

• Consult representative groups regarding the facilities that are 
provided. 

• Review at least annually the changing nature or diversity of its 
customer base and put procedures in place to react to these 
changes. 

• Document all relevant to caseload in terms of diversity and 
subsequent procedural changes.  

accessing the service. 
uncil has publicised through its policies its commit
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eral 

11.1 Rochford District Council is committed to providing a Revenues & 
e that reflects the needs of its customers. In addition to 

the policies and targets set out in this document, the Council will: 
 

is, in order to 

quartile performance in relation to all 

continuous improvement in 
nd provide annual reports on performance to 

ress towards achieving these aims to 
Councillors on a six-monthly basis  

 
 
 
 
 
 
 
 
 

11 Gen

Benefits  servic

• Conduct a Customer Survey, on an annual bas
establish the opinions and requirements of customers; 

• Aim for upper 
performance indicators and measures; 

• Set and monitor targets for 
performance a
Members and the Head of Revenues & Housing.   

• Report our prog
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venues and Benefits 
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Training & Development Policy 
(back to contents)
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lopment policy 

3. Id
 
4. Roles and Responsibilities 
 
5. D
 
6. valuation and Review 
 
7. Commitment to the future? 

C
 
1. Introduction 
 
2. Purpose of the Training & Deve
 

entification of Training & development Requirements 

elivery of Training & Development 

E
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1.0 
 
 

 
1.2 This council recognises that its most important resource is its employees. It is 

they 
o reach their full potential.  

 
1.3 This will assist in enabling the department and ultimately the organisation, to 

 
1.4 ff, 

the organisation will produce confident, highly qualified staff, working as an 
 team.  

 
1.5 

 
1.6 rse is 

d 
anage change. 

 
1.7 

vailing legislation, corporate policy 
n

 
1.8 

 
Introduction 

1.1 The business of training and development is the business of the council.   
Managing training and development is not separate but integral to running the 
business. 

committed to the training and development of its entire workforce so that 
will gain the necessary skills t

achieve its aims and objectives that are to provide a customer-focused, 
efficient, effective and secure service that is continuously seeking to improve, 
with a fully trained and supported working team.  

The council recognises that by increasing the skills and knowledge of its sta

efficient and effective

The council’s strategy is to create an organisation, where employee 
development is a priority and its link to good job performance is understood 
learly. c

Local Government is experiencing a high rate of change and its future cou
uncertain. It is Council policy to provide the tools through development an
raining to help its people mt

The policy is intended to be used in conjunction with the operational procedures 
and guidance maintained by the Revenues & Benefit Service and has been 
rafted to take into account all current pred

a d best practice. 

The Head of Revenues & Housing Management and Members endorse the 
policy and associated procedures.
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2.0 Purpose of the Training and Development Policy 
 
2.1 Th
 

eeds of the Council, as 
identified, within the Workforce Development Plan (Rochford District 

 
II. required by the Investors in People 

 
III. rmance standards set by the Revenues and Benefits 

 
IV. ality services by well-trained and 

 
V. to recognise training and development is vital to the success of any 

organisation and its employees.  

e for an effective training and development plan to ensure that 
es are adequately trained for their jobs while maintaining a high 

 staff 

elopment is matched not only to the 
ties but also to the employee’s requests and 

V
derpinning both service delivery and employment relations. 

stomer focused on a ‘Customer First’ 

ification of Training and Development Requirements 

3.1 
utes required and those already possessed by 

mployees.  

3.2 The co ining needs 
analysis and rely on the Council’s Training & Development Officer 
(organ l) to 
co-ord

e aim of this policy is as follows; 

I. to underpin the overall training and development n

Council ).   

to work towards maintaining standards 
award  

to comply with perfo
sector 

to ensure the delivery of high qu
motivated staff with security of employment. 

 
VI. to provid

employe
morale within the workplace. It is also an effective tool for reducing
turnover. 

 
VII. To ensure training and dev

employee’s position and du
abilities on an individual basis. 

 
III. To ensure Equal opportunities in employment with equality as a core 

principle, un
 
IX. To provide training that is cu

philosophy. 
 

 
3.0 Ident
 

The Council believe training needs exist where there is a gap between the 
knowledge, skills and attrib
e

uncil consider the gap is identified through the process of tra

isational) and the Revenues & Benefits Training Officer (departmenta
inate requirements for the Revenues & Benefits department.  
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.3 Rochford District Council recognises that analysing training needs consistently, 
ning the use of available training and development 

resources.  

3.4 ment 
e way 

3.5 he council recognises that training and development needs, should be 

3
plays a critical role in plan

Critically it ensures that money is spent on essential training and develop
that will help drive the business forward to meet its objectives. In the sam
it can help highlight occasions where training might not be appropriate but 
requires alternative action such as recruitment or contracting out work.  

T
identified at different levels:  
Organisational level;  

Focusing needs against business strategy and goals. Managing weaknesses 
ith training interventions. Consolidating strengths with continued training and 

ing costs against opportunities. Key 
threats can be minimised by identifying areas where training interventions could 

  
ssessing

unique tec nt 
in performanc
 
Views sho
Business Support Manager and Line managers in order for an accurate 
assessme
 
The Training Officer will then incorporate this into the Revenues & Benefits 
training plan.  This is reviewed on a regular basis to take into account changing 
environments, resources and legislation. 
 

Trainin
following Pe

via the Training and Quality Assurance team, accuracy tests, module tests, use 
of ‘Skillwise’, shadowing, reviewing understanding of changes to benefit 

le
 

The Training officer will request support 
following c
Manager for changes to DIP and Workflow and the Subsidy Officer for training 
requiremen

All managers must communicate training needs to the Training and Quality 
Control Officer from their designated areas within Revenues & Benefits. 
Occupati

The council recognise that the assessment of competency and individual needs 
are closely related. 

w
maintenance of the status quo. Balanc

improve the performance of employees and ultimately, of the organisation. 

Departmental level 
A  bespoke solutions.  Revenues & Benefits for example may need 

hnological or product development to provide maximum achieveme
e standards. 

uld be sought to identify these needs, from the Training officer, 

nt to be made.  

g needs will assessed in a number of ways, such as; line managers 
rformance Reviews, 10% pre-notification checks on assessments 

gislation/administrative practices and technical requirements. 

from the Investigations Manager 
hanges to rules governing investigations. The Revenues & Benefits 

ts following audit trails and checks on data entry. 

onal level 
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The
C

The council expect the Training & Development officers along with line 
m
spe
competen

Met

� Self-
� Subordinate appraisal  

er feedback  
� Competency assessments  
� Reviews against occupational standards including National Vocational 

Qs) 

  
4.0 R
4.1 
 

set the 
trategic policy framework. 

 
4.2 
 

of 
 and operational objectives 

f the Authority 
 
4.3 

OMT will lead in human resources development within their divisions to 
re  are both central to and integrated with their core 

 
4.4 

ncluding recruitment and selection, induction supervision and 
ppraisal, aims to ensure; 

 
(a) a match between skills and tasks required by the core business of 
the council and thereby to improve the service to the public 

 
(b) that management for individual career paths are specified on the 
professional / technical side, by the Divisions, and on the management 
side in liaison with the H.R. Manager. 

 council operates a personal development review process along with a 
areer matrix scaled to specific job roles. 

anagement, to identify issues to be tackled that are associated with those 
cific jobs or occupations. Individual needs can then be linked to the 

ce of individual employees within their roles. 

hods for analysing the needs of individuals include: 

� Appraisal and performance review  
assessment or self-appraisal  

� Peer appraisal  
� Assessment centres  
� Client/custom

Qualifications (NV

oles and Responsibilities 
Members 

Members have responsibility for all functions of the Council and 
s

Corporate Management Board 

CMB have delegated responsibility overall for management and development 
the Council’s staffing resource to meet the strategic
o

Operational Management Team 
 

ensu  skill sets and learning
activities.  

Employee development and training, along with other key management 
rocesses, ip

a
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.5 Managers / Supervisors 

Training and development is part of the management function and it is the 

 holder, and to 
devise ways of meeting any learning need. Learning and development cannot 

l 

 

ppraisal, are 
within the context of Corporate / Divisional aims and objectives. 

4.6 
 

The training officer role underpins the success of a maximum skill base, which 

 
 

nd evaluate legislative training to meet identified 
needs; 

ce 

e they are met within budgetary 
ints 

dures 
Manual; 

 a record of the training undertaken by each 
member of staff within the Revenues & Benefits Service. 

 

4
 

responsibility of the line managers to identify the gap between the skills 
required of a post and those already acquired by the post

be delegated and must be incorporated as an integral feature of operationa
work. 

Managers will ensure that the learning and development needs of individuals 
are regularly reviewed through supervision and appraisal, and that the training 
needs analysis, which should be formulated at each annual a

 
Revenues & Benefits Training Officer 

in turn provides a quality driven service. The following are indicative of what the 
Training Officer is expected to achieve; 

� identify legislative training and development needs of all staff in
the Revenues & Benefits Service; 

� design, deliver a

� develop training taking account of new legislation and servi
standards; 

� ensure the training objectives are implemented in the Services’ 
working procedures; 

� liase with team leaders and managers within the Revenues & 
Benefits Service to ensure co-ordination of training and 
development; 

� prioritise training needs to ensur
constra

� review and monitor the effectiveness of training and checking 
procedures 

� develop and maintain the Revenues & Benefits Proce

� develop and maintain
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The Training Officer will create a Training Plan for Revenues & Benefits, 
currently based on a two/three year projection.  In addition, each member of 

 within the Revenues & Benefits Service will be considered.  
 

Commitment is made to Refresher training and legislation updates on a 
ithin the 
ceed three 

 is 

 
uals must ensure that these are discussed via supervision 

and appraisal and that individual Personal Development Records are 
 the year. Staff will be 
outs. 

t 
for training and development 

occurs on the job and thus is the material for discussion and review between 

Staff are encouraged to complete evaluation forms and give honest and 

 
 
4.8 Human Resources Unit 

lopment of 
nsultation with 

Managers. 

staff

The Training Officer will update plans regularly to accommodate changes to 
Revenues & Benefit law and improvements to IT or clerical procedures. 

Every training plan will include objectives for the individual.   
 

monthly basis.  If the training required, is not able to take place w
month a specific date is booked into the training plan and will not ex

months from the date the requirement was identified. 
 

The Training Officer will ensure training plans are linked to the Revenues & 
enefits Operational Plan and vision.  Contingency for corporate trainingB

included in the plan. 
 
 

4.7 Individual Employees 
 

 Individuals must take responsibility for their own learning and commit to their
training plan. Individ

completed each year and progress reviewed throughout
expected to keep and maintain training material and hand
 
Meeting a learning need is shared by the manager and staff members and 
can be achieved by a variety of methods, of which the ‘off the job’ training is bu
one. Most of the opportunity and experience 

individuals and their line managers/training officer. 
 

constructive views in order for the training to continually review adequately. 

 
The Human Resources Manager is responsible for ensuring the deve
an Annual Council Human Resources Development Plan in co
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5.1 

training through both internal and external programmes. 
 
5.2 The conte

agreed with C
 
5.3 Staff deve

and will promote equal opportunities, anti-racist and anti discriminatory practice 
in relation to both service delivery and people management. 

5.4 f in both planning and delivery of training and staff 
development activities will be encouraged. The Human Resources Unit will 
work with ce mana

 
5.5 Within Re s & Ben t line 

of contact as the majority of departmental training is technically specific.  
 
5.6 Learning and development is an ongoing process which not only occurs on 

courses, but by skill sharing, networking, mentoring, coaching and hands-on 

 

e.  

l to the 

 

.9 Post Entry Training 
 

s of q sional and management levels is 
ions provide a measure of progress 

tching of s  of quality assurance in 
n to service delivery and contribute to recruitment and retention. 

Revenues & Benefits cur l 
rovided by 

5. 0 Delivery of Training and Development 

The Council offers a wide opportunity of short courses and professional 

nt of the Council’s training and development programme will be 
MB and OMT. 

lopment and training activities will be focused on employee needs 

 
The involvement of staf

servi gers in order to facilitate this process. 

venue efits, the Training & Development officer is the firs

experience of innovative and different ways of working through shadowing and 
secondment opportunities.   

 
5.7 Having decided on a method of delivery from the above, the Revenues & 

Benefits Training Officer will consider the resources required, number of 
trainees, their skills and the how the financial/customer focus is affected before 
amending/ebarking on a training programm

  
5.8 Revenues & Benefits have a mentoring scheme in place following a new 

entrant programme in September 2004, which has proven to be crucia
success learning process. 

 
5

Achieving high level ualifications at profes
an objective of the Council. Qualificat
towards the ma
relatio

kills to task, a measure

 
rently support a number of officers in the professiona
the IRRV.qualification p
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5.10 Induction 

 
All duction 
process will also be used to identify learning and development needs of the 
employee, which will be reviewed via probationary assessment intervals and 
appraisal with the line manager/training officer. 
 
5.11 Management Development 
 

The Council believes that the development of individual managers is 
inseparable from the development of the organisation as a whole and thus the 
development of management should be a continuous planned process. 
 

5.12 The Council is now working towards the delivery of NVQs in partnership with 
Writtle College and the Learning Organisation. 

 
5.13 Revenues & Benefits are currently considering the NVQ system to incorporate 

as part of the post entry training programme and increase the skill base as part 
of the training plan. 

 
 
6.0 Evaluation and Review of Training and Development 
 
6.1 Monitoring and evaluation is an integral aspect of the learning and 

development process.  It aims to identify the impact and value of the learning / 
development activity.  To assess and improve the quality of current and future 
activity to make the process more effective. 

 
6.2 Evaluation should occur at the organisational level, departmental level and for 

single events such as a training programme.  
 
6.3 At the organisational and departmental levels, the purpose of evaluation is to 

measure how successful employee development strategy has been. This 
specifically looks at whether set objectives have been achieved. 

6.4 At the single event level, the purpose of evaluation is to assess how that 
particular event fits into the overall training strategy and whether the 
delivery/programme was effective training and development.  

6.5 The council work on the model of the CIRO approach when conducting training 
and development assessments.   

� C-context or environment within which the training took place  
� I-inputs to the training event  
� R-reactions to the training event  
� O-outcomes

employees will receive an effective induction appropriate to their job. The in
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6.6 Evalua nges in 
peoples’ knowledge, skills and attitudes. Prior to undertaking any learning 
activity the employee and line manager and/or training officer  must ensure: 

 
� that the objectives are understood and agreed 
� that the employee understands why they are undertaking it and 

what they are expected to achieve. 
� how it will be put into practice on returning to the workplace. 
� that agreement is reached as to how the impact of the learning 

activities will be measured. 

.7 Once the activity has been completed the employee and manager and/or 
training officer should: 

� meet to discuss the employee’s reaction to the training 
and whether objectives were met. 

� plan the transfer of learning to the workplace and 
review dates. 

� identify learning needs that were not met and any 
action required. 

.8 Personal Development Records assist the evaluation process.  In addition, the 
Training Officer monitors development of job competence and compares 
against quality standards, e.g. ‘Investors in People’. 

.8 Monitoring will also be undertaken by the Human Resources Unit and the 
Revenues & Benefits Training officer, through course feedback forms, feedback 
from managers and others with regard to particular activities, courses, trainers 
and by checking

 
6.9 Due to the tech nefits, with a need 

 
 

 
 

ting the impact of the learning activity requires measuring cha

 
6

 

 
6

 
6

 data against objectives. 

nical and practical nature of Revenues & Be
for high levels of accuracy for both performance standards and public 
satisfaction; there is a need for practical tests and more direct observation. See 
below 

Learning objectives Possible methods 

Acquisition of factual 
knowledge Written or verbal tests 

Application of knowledge Practical tests, direct observation of the learner 

Interpersonal skills Direct observation of the individual interacting with 
others 

Technical skills Practical tests 
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6.10 A report outlining the progress of the Council’s Workforce Development 

Plan and the Training and Development plan will be presented to CMB 
twice per year. 

 
evenues & Benefits Training Plan for up to date projection of 

training needs. 

 

 

 

 

Refer to the R
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Revenues and Benefits 
 

 
 
 
 
 
 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Staff Procedure for 
Customer Complaints and Comments  

(back to contents)
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nts 

d ction 

t  a Complain 

 Difference between Complaints, Reports and Requests 
 
4.  Difference between Complaints about Service Delivery
 
5 t and Subsequent Complaints 

 Should a Complaint be Dealt With 

 Should a Compl

 Deals With Complaints 

 to Deal With Front Line Complaints 
 
1
 
11. Complaints That Require Investigation 

 Investigation Into a Complaint 

justified Complaints 

stified Complaints 

at if a Complaint is About Council Policy 

at if Someone Remains Dissatisfied 

at Remedies are There for Complaints 

hat if a Complaint is Justified and the Claim for Compensation Shoul
d to the Councils Insurers 
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22. Will There be Any Feedback to the Public 
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1. Intro
 

 
 
2. 
 

y a 
customer about a service provided, or action taken, by the Council or on 
its behalf by a contractor. Whether the complaint is justified or not, it is 

making the complaint feels aggrieved 
with the Council.  

 complaint and a second or subsequent complaint 

 
 
3. 

laint with a report. For example, a 

ever, a further letter/telephone call from that person, say two 
months later, asking why the matter has not been investigated, must be classed 
as a complaint. Another example is when someone informs the Council that a 

 a report -not a complaint. In 

d out, the responsibility for providing the service still rests with the 
Council. 

 
duction  

Handling complaints well is an important part of good customer care and an 
important part of everyone's job. It shows that the Council: 
• Listens to customers' views 
• Learns from mistakes  
• Is continually trying to improve its services  
 
This guide sets out the framework for how you should handle complaints.  

What is a Complaint?  

A complaint should be defined as any expression of dissatisfaction b

important to remember that the person 

When a complaint is first received, there is a need to be clear whether the need 
to distinguish between a complaint about the way a service has been delivered 
and a complaint about the Council's policy. Finally, there is a need to 
distinguish between a new
about the same issue.  

The difference between complaints, reports and requests  

It is important not to confuse a comp
letter/telephone call to Planning Services about a neighbour who has extended 
his property without the benefit of planning permission must be classed as a 
report. How

supermarket is selling contaminated food. That is
other words, complaints about a third party are reports and not a complaint. 
They only become complaints if the Council fails to deal with the issues 
effectively and within a reasonable timescale.  
Similarly, there is a need to distinguish between a complaint and a request. For 
example, a call to environmental health from a resident stating that they have 
rats in their roof space and requiring their removal must be treated as a 
request. However, if the Council's contractors fail to eradicate the rats within a 
reasonable time, then it becomes a complaint. Even though the service is 
contracte
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4. 

e on a planning application is a complaint about service delivery. 

not have done is a complaint about policy. 
sh 

low).  

 
 

t 
e 

int.  
 
 
6. w th?  
 

This er 
complaint. However, whatever the compla
peedily  complainant treated with courtesy. It is extremely important 

 

7. 
 

 

 
The difference between complaints about service delivery and policy  

Complaints about service delivery should be distinguished from those about 
Council policy. For example, a complaint that the Council has failed to issue a 
decision notic
A complaint that Members have granted planning permission when the 
complainant believes they should 
Whilst all complaints must be responded to, it is important to distingui
between the two when it comes to resolving a complaint (see be

 

5. First and subsequent complaints  

When a complaint is first received, it should be regarded as a "front line" 
complaint. If a customer remains dissatisfied after his/her "front line'’ complain
has been dealt with, and he or she wishes to pursue their complaint further, th
complaint should be treated as a "further" compla

Ho  should a Complaint be dealt wi

 will be influenced by whether the complaint is a front line or a furth
int, it should be treated seriously and 

 and thes
that all complaints are dealt with properly. Over the following pages is detailed 
guidance for dealing with complaints.  

 
How should a Complaint be made?  

The Council issues a leaflet explaining the opportunity for the customer to 
complain and setting out some basic questions to assist us deal with the 
complaint. A copy of the leaflet is attached at the Appendix to this guide.  
However, you should not insist that a complainant first complete a complaint 
form. The Council has agreed that it should be as easy as possible for a 
complainant to make their complaint. This means that we should accept 
complaints made in person, by letter, telephone, fax or email. Complaints 
should also be accepted if they are made on someone's behalf by a relative, 
friend or another organisation such as the Citizens Advice Bureau.  
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8. Who deals with Complaints?  
 

If the complaint is a front line complaint, it should be dealt with by the Section or 
 with 

nt 
he 

ails on 
d from 

ey 
e 

complaints form as in most cases this will 

the 
plaints. 

 
 
9. eal with front line Complaints?  
 

t 
need to 

e complainant's name and address and, if possible, a telephone 
number or email address.  
If the complaint is not about something you deal with, and you are dealing with 

telephone, explain that you will ensure that the 

 

10. can be resolved immediately  

For less serious matters such as forgetting to enclose a form that you promised 
n apology can be given and the appropriate remedial 

action can be taken immediately. Unless, the complainant insists on a written 
 

if the 
o 

s" 

 

Division concerned. If the complaint is a further complaint, it may be dealt
either by the Head of Service or by a member of the Corporate Manageme
Board (CMB). However, the general rule must be that whoever first receives t
complaint should take responsibility for dealing with it or passing the det
to the correct person. The complainant should not be passed aroun
officer to officer and expected to relate their complaint to each person th
speak to. When taking details of a complaint, it is worth bearing in mind th
questions posed on the Council's 
provide sufficient information for the complaint to be dealt with.  
A copy of the complaints form to record individual complaints is available on 
Council's intranet.  This form must be used to record individual com

 How to d

The first task is to find out immediately what the person is complaining abou
and what they want you to do about the problem. You will also 
establish th

the complainant on the 
complaint will be passed onto the correct person. You should either give the 
name of the person you are passing it to or, if you are not certain at this point 
who that will be, give your own name. This ensures that the complainant knows 
who is dealing with his or her complaint.  
If you are the correct person to deal with the complaint or have details of a 
complaint passed to you, you need to determine how to respond to the 
complaint.  

Complaints that 

in the covering letter, a

response, the apology may be given by telephone together with details of the
action that you will be taking to remedy the situation. However, 
complainant wishes to pursue the complaint further you must be prepared t
explain how he or she can do this (see "how to deal with further complaint
below). 
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hecking a letter 

. The complainant can be contacted either by 
telephone or in writing to answer their complaint and to explain why it is 
unjustified.   

int, you should discuss the matter 
with your supervisor or manager.  

 

11.   

case of the following types of 
complaint, investigated by the Head of Service:  

• Complaints about the conduct or behaviour of Councillors or staff 

• Complaints that may result in a potential insurance claim against the 

onsiders 

vestigated, there are still some basic rules 

as not 

ill be taking and/or that that the complaint will be 

 
Sometimes a complaint may be unjustified. For example, after c
that has been previously sent the information that a complainant suggests 
wasn't included may be found

If you are uncertain how to deal with a compla

Details of all complaints, justified or unjustified, should be recorded using the 
individual complaints recording form available on the intranet.   

Complaints that require investigation  

If the complaint is more serious or complex, for example, a complaint about the 
behaviour of a member of staff or the failure of a contractor, the complaint will 
need to be dealt with by a team leader or, in the 

• Complaints received from Councillors 
• Complaints received from MPs 
• Complaints about criminal acts  

Council  
 
Your Head of Service will provide further guidance on what he or she c
to be complaints that must be referred upwards before they are dealt with.  
Even if a complaint needs to be in
that should be followed. If a complaint requires immediate remedial action, for 
example a tenant in a Council owned house has a radiator which is leaking and 
has not been repaired despite a previous request, you should endeavour to 
ensure the repair is undertaken as quickly as possible. Any investigation into 
why the previous request was not actioned should take second place to getting 
the repair undertaken. There will of course be some complaints, such 
being told in a land charge search that there was a tree preservation order on a 
tree in someone's garden, where no action can be taken until an investigation 
has been undertaken. You should therefore inform the complainant of what 
remedial action, if any, you w
investigated by a team leader or Head of Service. The complainant should be 
advised that they will receive a reply to their complaint within 5 working days 
(the Council's target for responding to complaints). Irrespective of whether you 
speak to the complainant, you should back up your proposed 
action/investigation with a letter stating this.  



 
 

12. An

The person undertaking an investigation into a complaint will be looking to 
identify what happened and why. They will also be aiming to identify whether 
the
act
necessary to identify whether any action needs to be taken to prevent a 
reo  
undertaken will depend on the nature of the complaint and on any guidelines 
provided by your Head of Service.  
An important part of an investigation will be the opportunity for any member of 
staff complained about to put their side of events. It should be remembered 
however that the investigation into a complaint is not a disciplinary 
inv
justified and, if so, to decide on what action needs to be taken to resolve the 
ma
If fo r 
than 5 working days, a letter should be sent to the complainant to inform them 
of t
res

 
 
13.  Un

If the 
com do 
not the 
com in 
dis en 
dea ee 
fur
The al 
com

 
 
14.  Justified complaints  

If a ant 
to e
happe action, if any, is to be 
tak  
offer of compensation (see remedies below). The response should inform the 
com
dis

 investigation into a complaint  

 complaint is justified or not and, in the case of the former, what remedial 
ion needs to be taken (if none has already been taken). It will also be 

ccurrence of a similar incident in the future. How the investigation itself is

estigation, it is simply a review of the facts to see whether a complaint is 

tter.  
r any reason it looks as if the investigation of the complaint will take longe

he delay, the reason for the delay and when they can expect a final 
ponse.  

justified complaints  

a complaint is found to be unjustified, a letter should be sent to 
plainant explaining the findings of your investigation and state why you 

 consider the complaint to be justified. The response should inform 
plainant that they may pursue their complaint further if they rema

satisfied by contacting the Head of Service or, if the complaint has be
lt with by the Head of Service, the appropriate Corporate Director (s

ther complaints below).  
 conclusion of the investigation should then be recorded on the individu
plaints form. 

 

 complaint is found to be justified, a letter should be sent to the complain
xplain the findings of the investigation and to apologise for what has 

ned. The letter should also explain what remedial 
en. The remedy may simply be to put things right or, where necessary, an

plainant that they may pursue their complaint further if they remain 
satisfied by contacting the Head of 
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Service or, if the complaint has been dealt with by the Head of Service, the 
appropriate Corporate Director (see further complaints below).  
The  on 
the

 
 
15.   Wh
 

Som an 
administrative action. For example, someone may complain that the Council 
has agreed to permit housing to be built on a site. For the purposes of the 
Council's complaints procedure, the complainant should be informed that the 
act are unable to 
change that. However, you should inform the complainant that you will register 
the  to 
refe ber 
of c

 
 
16. Wh

wis
What if someone has to make a second Complaint about the same issue? 

 
Sometimes a complainant will not be satisfied with the outcome of their 
om r. On occasion, a complainant 

may have cause to complain a second time when there has been a re-
occ e 
dea
Fur  Head of 
Service has already responded once to a complainant, by the Corporate 
Dire fied 
with  from a 
com may 
forw .  
On receipt of a further complaint, the Head of Service or member of CMB will 
rec  within 5 working 
day stigate 
the
Where a complaint is found to be unjustified or the previous response to a 
complaint needs to be reaffirmed, the Head of Service/member of CMB will 
info findings 
and fied, the 
com  the 

 conclusion of the investigation and any action should then be recorded
 individual complaints form. 

at if a Complaint is about Council policy?  

etimes a complaint will be about a Council policy rather than 

ion complained of is the policy of the Council and that you 

ir complaint (on the individual complaints form) as it may be necessary
r a policy back to Members for reconsideration if there are a large num
omplaints received about the same matter.  

at if someone remains dissatisfied with the answer they are given and 
hes to pursue their Complaint further? 

c plaint and wish to pursue the matter furthe

urrence of a situation. In both circumstances, the complaint will then b
lt with as a "further complaint".  
ther complaints are dealt with by the Head of Service or, if the

ctor or Chief Executive. If a complainant indicates that they are dissatis
 the outcome of their complaint or you receive a second complaint
plainant, you should pass the matter to your Head of Service (who 
ard it to the Corporate Director or Chief Executive) for investigation

ord the complaint (see below) and endeavour to respond
s of receipt. The Head of Service or member of CMB will then inve
 complaint as necessary.  

rm the complainant in writing of the result of the investigation, the 
 the reason for the decision. Where a complaint is found to be justi
plainant will be informed in writing of the result of
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investigation, the findings and details of any remedial action that will be 
taken including, where appropriate, any offer of compensation (see 

medies below).  

member of CMB will inform the 
complainant of their right to pursue their complaint if they remain 
dissatisfied -whether this be to the Ombudsman or by taking legal 

Details of all further complaints and the action taken must be recorded 

 
 

17. 
 

n that they 

 take an action). To assist in deciding the appropriate remedy 
for a justified complaint, you should ask the complainant how they 
would like to see the complaint resolved. The Council's complaints 

In most cases it is enough to give an apology together with an 
ance 

ant 

t, for 
example bus fares to visit the Rochford offices to complain. The 

on 

 
 

 a 
Committee. e purpose of a 
compensation payment is to put somebody back in the position they 
were in before the Council took action or inaction". It is not a means to 
"buy off" a complainant.   

 
18. What if a Complaint is justified and the claim for compensation 

should be passed to the Council's insurers?  
 

For certain complaints, such as an injury suffered whilst visiting the 
Council's offices, there will be a need to consider referring the matter to 
the Council's insurers. As a general rule, all complaints of personal 
injury should be treated as ones that may need to be referred to the 
Council's insurers. Complaints where there is potentially a large claim 
for compensation, such as house that the Council has inspected under 
building regulations subsequently proving to be structurally unsound, 

re
If there is likely to be a delay in responding to the complainant, the 
Head of Service/member of CMB will inform the complainant of the 
delay and when a response is likely to be provided.  
In all cases, the Head of Service/

advice.  

(using the standard form).  

What remedies are there for Complaints?  

A fundamental principle of the Council's complaints procedure is, so far 
as is possible, to restore the complainant to the positio
would have been in if the Council had not taken a particular action (or 
failed to

leaflet asks this question.  

explanation of the corrective action that will be taken and an assur
that the same thing won't happen again. On occasion, a complain
may have a suffered financial loss as a result of the Council's action or 
inaction. Such loss may include the cost of pursuing the complain

Council has agreed that the Chief Executive may award compensati
up to a maximum of £1,000. Complaints that may result in 
compensation exceeding this sum will be referred to the appropriate
Committee. All compensation payments will be a direct charge to
existing budgets unless specifically approved otherwise by CMB or

It is important to remember that th
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will also need to be referred to the Council's insurers. When receiving a 
complaint of this nature, or you have any doubt, you should contact the 
Head
When ferred to 
the Council's insurers, you will need to inform the complainant what 
action you have taken. If you have already established that the 
complaint is justified, it is accep ble for you to offer an apology that 
the Council's usual high standards of administration or service have not 
been met. However, you should make it clear that no legal liability is 
being admitted. The Head of Financial Services will provide guidance 
on any response.  

 
 

19. What if other people are affected by an administrative error?  
 

When investigating a complaint, you may discover that there are other 
customers affected by the same issue that gave rise to the original 
complaint, even though they may not have come forward as 
complainants. If a complaint is found to be justified, and in the interest 
of equity, the other customers s uld be contacted, an apology given 
and, where appropriate, an offer to remedy made. A Head of Service or 
member of the CMB will determine the action to be taken in such 
situations.  

 
 
20. Why and how are Complaints recorded?  
 

The purpose of recording complaints is two fold. Firstly, it provides a 
written record of the complaint and how it was handled should the 
complainant choose to pursue their complaint further. Secondly, it 
enables identification of any actions that may be needed to prevent a 
recurrence of the situation that gave rise to the complaint. For example, 
there may be a need to change administrative procedures or policy. 

The amount of information to be recorded will depend on whether an 
investigation is req t is front line or a 
further complaint.  
 
To assist with the process of recording complaints, the Council has 
designed a standardised complaints form available on the intranet.  
The form allows users to record details of any complaint they receive 
and, where necessary, to pass on the relevant information to another 
member of staff, detailing how many complaints were received the 
preceding week and providing updated information in respect of those 
complaints still outstanding.  The weekly complaints log form is also 
accessible via the Council’s Intranet. 
 

 of Financial Services for guidance.  
 responding to a complainant where the complaint is re

ta

ho

There may be a need for further staff training. Without a proper record, 
it will not be possible to identify volume and trends of complaints.  
 
It is important therefore that all complaints are recorded.  

uired and whether the complain
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The weekly complaints log, once filled in, should be sent to Fe Lancaster in 
the Administrative and Member Services Division. 
 
A summary of the information recorded will be reported to OMT on a 
monthly basis, 
considered by C
Quarterly Performance Information.  

 
Will there be any

An important part of t
whether compla way hat th ir co plaint 
has been handled. Although complainants may remain dissatisfied with 
the outcome of 

ied that the co p nt has at least been handled well.  
Fe Lancaster wi

 reported to CMB on a half yearly 

 
 
22.  Will there be any feedback to the public?  
 

The primary purpose of the complaints procedure is to enable the 
Council to take remedial action where its standards of service have 
fallen below those that may normally be expected. It is also to provide a 
means of identifying how the quality of service may be improved.  

 
In order that the Council may be seen to be treating all complaints 

seriously, it is important that the public are provided with information on 
the number and nature of complaints received; the time taken to deal 
with complaints; and the action that has been taken as a result of the 

complaints. This information will be provided through an article in 
Rochford District Matters each year. 

 
 
 

and included in the Quarterly Performance Reports 
MB and despatched to all Members along with the 

 

21.  follow up of Complaints?  
 

he Council's complaints procedure is establishing 
inants feel satisfied with the  t e m

their complaint, this is no reason for them not to feel 
satisf ir m lai

ll monitor complainants' satisfaction with the way their 
complaints are handled on a representative sample basis.  
Details of levels of satisfaction will be
basis.  
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rities 
to calculate and recover any payment, made by way of benefit entitlement, to 
wh efines the policy, 
stra
Roc o

1.2 The policy is intended to be used 
pro
has be  legislation, 
cor a

1.3 The policy and associated procedures are endorsed by the Head of Revenues 
& H s

1.4 The v
1.5 Prevent and minimise the number and value of overpayments via effective 

adm is
HB/CTB to report relevant change of circumstances; 

1.6 Pre n e 
procedures and fulfilment of the VF and associated verification visits;    

1.7 Minimise the occurrence of LA 
administration, documented procedures, quality control and staff training; 

1.8 Max i
recovery procedures and the use of all recovery methods available to the 
Cou i

1.9 Maximise subsidy income through the accurate classification of overpayments;  
1.10 Ens e

recovering each overpayment based on the claimant’s circumstances; 
 

 reporting of overpaid benefit against set targets. 
1.12 The e n sets out the timescales for 

achievement of the targets detailed in this Policy.  
1.13 The following sections of this doc

per m
process

 

 
1. Overview 
1.1 The administration of the HB/CTB (HB/CTB) Schemes require Local Autho

ich there is subsequently no entitlement.  This document d
tegy and performance targets for the administration of overpayments by 
hf rd District Council (the Council). 

in conjunction with the operational 
cedures and guidance maintained by the Revenues & Benefits Service and 

en drafted to take into account all current prevailing
por te policy and best practice. 

ou ing and Members. 
 o erall aims of the Policy are to: 

in tration and publicising the duty of any persons claiming or receiving 

ve t the occurrence of overpayments through timely administrativ

error overpayments through effective 

im se the recovery of overpaid benefit through effective and documented 

nc l; 

ur  that any anti-poverty guidance is considered and addressed by 

1.11 Monitor the effectiveness of the administration of overpayments through
effective monitoring and

 R venues & Benefits Service Operational Pla

ument detail the specific policy and 
for ance targets relating to the individual elements of the administrative 

. 



 

.0 Calculation and Classification 

n of 
d the 

amount of subsidy claimed.   

 Council will seek to: 

 by 
 ongoing 

• ys of 

lying 

 
3.0  Not
The notification of an overpaym
during the c
 
3.1 e

 CTB 

nd any subsequent amendment to the regulations; 

• Ensure that notifications are issued to all persons affected within 14 
days of the calculation of the overpayment; 

• Issue notifications in conjunction with any revised notice of Council Tax 
liability or invoice within the specified timescales; 

• Maintain copies of all notifications; 

• Carry out visits to vulnerable persons, where requested or considered 
appropriate, in order to explain the notification and proposed recovery 
action

2
 
2.1 The accurate, effective and timely calculation and classificatio

overpayments has a direct effect on the level of overpaid benefit an

• The

• Prevent the continuance of an overpayment and minimise LA error
ensuring that changes of circumstance are identified and the
payment of HB/CTB ceased or reduced within 7 calendar days of 
receipt of the relevant correspondence; 

Process the calculation of the overpayment within 14 calendar da
receipt of the correspondence; 

• Ensure that the appropriate subsidy classification is allocated to each 
overpayment and that sufficient management checks are carried out to 
maximise accuracy; 

• Ensure that uncashed or unissued Rent Allowance cheques are 
stopped to reduce the overall overpayment; 

• Seek to reduce the total overpayment through publicising and app
of the underlying entitlement provision;  

ification 
ent is a statutory requirement that can be contested 

 re overy stage should the requirements of the Regulations not be met. 

Th  Council will: 

• Ensure that all notifications are compliant with HB regulation 77(1),
regulation 67, Schedule 6 of the Housing Benefit (General) Regulations 
1987, Schedule 6 of the Council Tax Benefit (General) Regulations 
1992 a



 

aximise the recovery of debt by: 

 

isposal to maximise 

erever possible; 

• overpayments of Council Tax Benefit by direct debiting of 

e overpayment; 

Periodically review instalment arrangements for any change in the 
debtor’s circumstances; 

 tly 
possible for future recovery; 

 

 
y 

• Whether the overpayment was caused by fraudulent activity.

 
4.0  Recovery 
The effective recovery of overpaid benefit is essential to minimise the outstanding 
value and number of overpayments and the management of debt to the Council. 
 
4.1 The Council will seek to m

• Documenting, maintaining and making the procedures used for 
recovery action available to all relevant persons; 

• Ensuring that overpayments are recovered from the appropriate person,
depending on the nature and reason for the overpayment; 

• Utilising all recovery methods at the Council’s d
recovery; 

• Recovering from ongoing entitlement to benefit wh

• Utilising Rent Account credits to offset overpayments of Rent Rebate in 
all appropriate circumstances; 

Recovering 
the Council Tax account; 

• Issuing invoices within 14 days of the calculation of th

• Agreeing payment arrangements that will recover the overpayment 
within an acceptable period;  

• 

• Maintaining records of debts where no recovery action is curren

• Providing an annual budget to achieve upper quartile performance
against the relevant BVPI. 

When determining the person from whom recovery should be sought, the Council will 
give relevant consideration to; 
 

• The person to whom payment was made; 

• The reason for the overpayment occurring; 

• Any information relating to the fact that an overpayment was occurring
that was available to any person affected and from whom recovery ma
be sought; 



 

entitlem
Regulations plus 50% of any income of specific earnings or income disregards.  

5.0  Wri O
In certain circumstances the Council will give consideration to the non-recovery of 
overpayments and the subsequent write-off of the debt. 
The circumstances in which this consideration will be applied are as follows: 

 Where the overpayment was caused as a result of LA Error and where 

; 

 

• 
as failed to notify or collect any of the outstanding 

5.1 In cons

thorised 

ed officers; 

• Appropriate records of all authorised write-offs will be maintained; 

perational procedure and guidance will be followed in all 

 
When determining the maximum amount that shall be deducted from ongoing 

ent, the amount shall be determined by the amounts specified by the 

 
te- ffs 

•
the claimant or the person receiving the payment could not reasonably 
have been expected to know that the overpayment was occurring; 

• Where the recovery of the overpayment will cause undue hardship

• Where the recovery process has been exhausted and there are no
realistic prospects for recovery. 

Where the debt is more than 6 years old and in that time scale the 
Council h
overpayment. 
idering a debt for write-off the following stipulations will be applied:  

• Each case will be considered on the merits of the individual’s 
circumstances; 

• Each request will be supported by relevant documentation; 

• Each case will receive authorisation from the appropriate au
officer and/or Members; 

• Financial authorisation limits will be set for authoris

• The relevant o
cases.



 

 
6.0  Rep t
The monitorin
Benefit Se c
administering reflected in the amount 
f income accruing to the Council. 

to maximise accuracy and highlight any financial 
implications by the effective reporting and monitoring of: 

• The amount of debt in recovery / out of recovery; 

gainst change of 

rence of overpayments. 

(W
The S
were a
on a p

e it, aims to provide further funds to 

7.1 

d late by the claimant).  Therefore the main aim of the 

 

or ing and Monitoring 
g of overpayments is essential to maintaining a secure and effective 

rvi e.  The financial implications of maintaining inadequate resources for 
and recovering overpaid HB/CTB will be directly 

o
 
6.1 The Council will seek 

• The value, number and type of overpayments not currently in recovery; 

• The value, number and type of LA overpayments; 

• The value, reason, classification and duration of overpayments; 

• Payment arrangements and the periodic review a
circumstances that may allow for an increase in the arrangement to be 
negotiated; 

• The length and age of debt; 

• Potential trends in the occur
6.2 The Head of Revenues and Housing will provide information to Members 

relating to the value, number, age of debt and recovery performance at agreed 
times. 

 
7.0  Security Against Fraud & Error (SAFE) and Weekly Incorrect  Benefit 

IB) 
AFE scheme replaced the WBS scheme from 01/04/02 although authorities 
llowed to adopt the SAFE scheme (then known as the New Incentive Scheme), 
urely voluntary basis from April 2001. 

The SAFE scheme, just as the WBS scheme befor
LAs to help implement and run anti-fraud measures.  
 

The main difference between the schemes is that whilst WBS was only 
concerned with fraudulent overpayments, the new SAFE scheme also includes 
incentives to identify overpayments due to other unofficial errors (e.g. changes 
of circumstance reporte
SAFE scheme is to act as an incentive for LAs to ensure the accuracy of all 
HB/CTB claims. 



 

 
r 

 
7.3 t, then it will receive an additional 

 if a LA does not reach it’s specified WIB threshold, 
warded and a penalty may be applied. 

7.4 verpayment WIB rewards by ensuring that: 

• The appropriate subsidy classification is allocated to each overpayment 

s claimed in all relevant cases and that 

t affect a WIB reward are actioned in an 
accurate and timely manner; 

ed as 

•  maintained; 

• ropriate time. 
 
8.0  
It is es tial nes are referred to when making a 
ecision to recover an overpayment in order to avoid causing undue hardship to the 

debtor

he debtor’s circumstances; 

 
7.2 From April 2002 LAs are able to claim a Weekly Incorrect Benefit (WIB) reward 

for any claim where an overpayment or part of an overpayment is identified as 
one of the following reasons: 

• Claimant Erro
• Fraud Error 
• Other Error 

 If a LA achieves its WIB threshold targe
subsidy award.  However
then no additional subsidy will be a

  The Council will seek to maximise o

and that sufficient management checks are carried out to maximise 
accuracy; 

• The appropriate WIB reward i
sufficient management checks are carried out to maximise accuracy; 

• Changes in circumstances tha

• Rewards relating to changes in BA benefits are notified and claim
appropriate; 

Documentation required to support a WIB claim is

WIB rewards are claimed at the app

Anti-Poverty Policy 
sen  that corporate anti-poverty guideli

d
. 

• The Council will ensure that: 

• Each case is dealt with on its own merit when determining recovery 
action; 

• A recovery rate is set with reference to t

• A decision to recover, or the rate of recovery, will be reviewed should 
the debtor’s circumstances change; 



 

 

• Debts are considered for write-off where it is considered appropriate, 

9.1 An 

underlying entitlement 

 
ent procedure for further information. 

As 

overpayment, landlord or claimant. 

9.3 A c

overpayment, the reasons for the overpayment, whom you have issued the 
nd the date it was issued 

 
.5 If the overpayment is from a local authority claimant you must not send that debt 

er to the debtors system and the 
d. 

 
9.6 very department check the customer’s 

ital n full and pass that 

• A decision to recover, or the rate of recovery, will be reviewed on 
request, supported by relevant evidence, be submitted by the debtor; 

taking into account the debtor’s circumstances. 
 
9. Working Procedures 
 

overpayment occurs from either a change in a claimant’s circumstances, 
renewal assessed or from a fraud investigation. However before we can class it 
as a legitimate overpayment we must check first that any 
has been awarded if applicable before the recovery process can commence.   

See underlying entitlem
 
9.2 soon as an overpayment is calculated an invoice and benefit notification will be 

produced. The invoice will state on it the amount and period of the 
overpayment.  It should also be decided at this time whom is liable for this 

 
opy of the invoice will be placed in the benefit claim file and the academy 
system notes screen should be updated as to the classification of the 

invoice too and why a
 
9.4 A letter is sent with the invoice advising landlord or claimant of the reason for the 

overpayment and notified if the recovery will be taken from on going benefit if 
applicable.  If there is no on going entitlement to benefit check and the debt 
cannot be collected from the rent account the rent account, if applicable, the 
landlord or claimant are then advised to contact the office to advise how the 
invoice will be paid. 

9
across to the rent account. Yon can check the rent account and if there is a 
credit on the rent account that matches the outstanding overpayment you can 
request housing credit that amount ov
overpayment cleare

Bef sending the debt to the recoore 
cap to see if they are able to repay the invoice i
information to recovery when sending the details across



 
 
9.7 If th nt 

the ate 
of d ath 
in t

 
9.8 The ll details processed by the benefit 

assessor are recorded correctly on the benefit claim note pad and on the 
tes confirming the following details: - 

 

• Re
• If th
 Check rent account for any credits 

 
  
9.9 On  either 

app nt to 
dis tandi  sum n full.

 
ys 

afte
 

 
1 Establish whether to recover from landlord or claimant then 

3. 
4. 
5. 
6. Check underlying entitlement 

8. 
 

On ue 
you issue the reminder and put a note on invoice notes to that effect. 

 
9.10 If no response has been received after 7 days recovery action will continue with 

the er 
you repeat the checking process in 9.9 above. 

 
9.11 If no response has been received after 7 days recovery action will continue. 

e tenant dies and they have been a housing association or council tena
 housing benefit must be cancelled from the following Monday not the d
eath.  Only Council Tax benefit should be cancelled from the date of de

his circumstance. 

 overpayment officer will ensure that a

invoice no

• Date invoice and letter sent and to whom  
ason for overpayment 
ere is an on going entitlement 

•

ce the original overpayment invoice is sent out, 31 days are allowed to
eal against the overpayment or make an offer of payment or arrangeme

charge the outs ng  i  

If the original invoice is ignored then a first reminder letter will be sent 31 da
r the date of the original invoice.  

Before issuing the reminder you would carry out the following processes 

2. Check no held/returned cheque/s to recover from 
Check no live claim to recover from 
Check no new claim received 
Check if invoice has been cleared 

7. Check any credits on rent accounts 
Check for receipt of appeal letter 

ce the above has been carried out and the overpayment still remains d

 issuing of a second reminder. However before issuing the second remind

 



 
A weekly report is produced to indicate all cases, which are due for the next 
recovery procedure.  This report indicates the claimant number, invoice 
num

 
You would repeat the checking process again in 9.9 before the next appropriate 
act

 
Arrangements: 
 
9.12 If a the 

sec and a notification letter is 
produced confirming the dates and amount that are due. 

 
If collection is available from an on going benefit then an arrangement letter 
wo s and amounts to be deducted from 
the

 
The an 
overdue instalment letter will be produced and sent out to the landlord or 
claimant to make them aware of any arrears. 

 
If the arrangement is not brought up to date then a further notice will be issued 

 
 
Attachment of benefit form 
 
9.13 Prio  an 

attachment of benefit can be taken from the claimant’s current benefit. 
 

I.e. ent 
pen ent 
allowance, attendance allowance, widows pension and widowed mothers 
allowance) 

 
An P 
and

 
1. 
2. 
3. national insurance number 
4. 
5. 
6. 
7. 
8. 

ber, amount outstanding and the next recovery due date. 

ion is taken 

n arrangement has been made from the issue of the first invoice to 
ond reminder it will be input on to the system 

uld also be produced to confirm the date
 claimants benefit. 

se arrangements are monitored by the system and if they default then 

which confirms that the arrangement has been terminated. 

r to sending the court letter the RATS system is checked to clarify if

 (income support, jobseekers allowance, incapacity benefit, retirem
sion, invalid care allowance, disability living allowance, severe disablem

hb/ctb1/2/3 form is issued to the debt management department at the DW
 this form indicates the customers  

 Name 
address 

reasons of overpayment and if fraudulent. 
why the council has been unsuccessful in recovering overpayment 
period of overpayment 
amount of overpayment 
amount already recovered by the local authority

 



 

 

the DWP an 
acknowledgement notice will be issued to the council to advise of the 

ants benefit and reasons why. The DWP will also notify the 
council when the deductions will cease. 

 
Bailiff a
 
9.14 

 collect the overpayment on behalf of Rochford District 
ouncil. (Copies of correspondence sent listed below) 

 
er. 

lus 8 days     Demand for payment 

e 
lus 8 days      court action notice 

 
9.15 If either the arrangement has defaulted, the DWP cannot make an 

attachment of benefit or Philips cannot take bailiff action you must 
proceed to the next stage of recovery. 

 
Notice prior to legal action (Court letter) 
 
9.16 Firstly carry out the checks in paragraph 9.9 again and if no to all send 

cou l
rec e
still no

 
17 For any invoice £30.00 or over an application to enforce an award will 

be sent to the County Court at Southend on Sea.  This is sent with a 
copy of the invoice and confirmation letter and a witness statement 
signed by the benefit assessor to confirm that these facts are true. The 
fee for the issue of the award is £30.00. 

 
The claimant will be then contacted by the County Court direct to 
confirm that an award has been received and that a county court 
judgement has been issued against them. 

 
There is no right of appeal against the judgement. 

 
9.18 The next course of action would be to ask for the Court for an oral 

examination at the costs of £45.00. 
 

9. balance outstanding 
 

Once this form is completed and sent to 

recovery rate to be collected from claimant and the date the deductions 
will commence. Notice will also be given if they are unable to deduct 
from claim

ction 

Any case over £1,000.00 can be sent to Philips Collection Service who 
will try to
C

Within 5 days of receiving notice.   Notice of instruction lett
P
Plus 8 days     welfare advise notice 
Plus 8 days     pre enforcement notic
P

rt etter, put note on invoice screen and complete procedure for 
ov ry of overpayment form and put in appropriate folder. If there is 

 response after 10 days then court action will commence. 

9.
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At this time the claimant must attend the County Court and give details 
of i ial and 
Cou

 
This will establish if an attachment of earning can be enforced this fee 
is £60.00. 

If the claimant is not working then the next course of action is to issue a 
warrant of execution. (County Court Bailiffs) 

 
All debts (including old debts up to six year old) are actively pursued 
and if the above procedures have been exhausted the next course of 
action would be to consider the debt for write off. 

 
9.19 The County Court bailiff costs are : - 
 

Balance under £125.00 costs is £30.00 
Balance over £125.00 costs is £50.00 

 
For any award that is issued a
award of £50.00. 

 
Tracing 
 
9.20 When an invoice or letter is returned to the office nfa (not known at this 

address) our first point of contact is the Council Tax records to see if 
any forwarding address is indicated on the system. 

 
If the Council Tax account is still live then a report is given to our 
visiting officer to attend the property to establish if the claimant is still 
resident. 

 
If the claimant has left the addr
should check with any agents or if recently sold the local solicitor who 
dealt with the sale. 

 
If the claiman ormally still have 
outstanding Co an pool resources 
and get a tracing agent to try to find the claimant. 

 
The RATS system should be checked to clarify if they are currently 
receiving benefit or if the system shows a new address. 

 
Another option could be to use the “do not redirect envelopes” supplied 
by The Revenues Investigation Department. These are useful that if 
the claimant has moved and they are having their post re directed by 
Royal Mail then this envelope will not be redirected and returned to 
Rochford District Council with details of the claimants forwarding 
address. 

 

ncome & expenditure under oath in front of Court offic
ncil official. 

 

t Court the Council obtains a WIBS 

ess and the property was rented, we 

t has left the property they would n
uncil Tax  then we c to be collected
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Other Local Authorities should be contacted to see if debtor has moved 
in to their area. 

 
The Electoral Register should also be crosschecked. 

 
An enquiry letter could also be sent to the current occupiers of the 

ted property to see if they know th evious 

e debtor still has other benefits live in payment but no address is 

artment can contact the DWP under the “Social Security 
Administration Act 1992” section 29 

ress. 

tors name came up with a link that yo

lly you could make some tele ns or 
organisations associated with the debtor

Other residents 
• New owner 
• Employer 

Landlord 
• Professional Agencies (estate agents, solicitors etc.,) 
• Customers 
• Neighbours 
• Family or associates 
• Service providers and utilities (NB – although some may refuse 

to disclose information on grounds of confidentiality or data 
protection, there is nothing to prohibit the enquiry being made.) 

• Local Post Office 
  
 
 

vaca e whereabouts of the pr
occupier. 

 
If th
shown on the RATS system then our Revenues Investigation 
Dep

to clarify a new forwarding 
add
 
You could also carry out a name search on the internet to see if the 
deb u could trace them to. 
 
Fina phone calls to perso

, which may include: 
 

• 

• 



 

Revenues and Benefits 
 
 

 

 
 

  

 
 
 
 

 
 

 
 
 
 
 

 

 

 

 

 
 
 

Benefits Appeals 
(back to contents)
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1. e
 
1.1 c ls has changed. This 

procedure will take you through the process from the first dispute or further 

Appeals Service. The time scales for the customer to 
lodge a dispute have changed as well, these changes will have an impact 

 
.2 Further changes in HB & CTB rules from the 6  October 2003 mean that 

cause the Local 
authority has to use the Assessed Income Figure given to us by the Pension 

eal 

, there are some appeals that pensioners can still make to us 
currently like Non-Dependant deductions, Local incentive schemes and rent 

 

 
.1 A determination is now known as a decision, this is because we are making 

decisions based on the information given to us at a certain time. Once we 
have made this decision we notify the customer of this decision and give 
them appeal rights. 

.2 The customer then has four options if they do not agree with the decision 

 
• A more detailed explanation of the decision; 

 
.3 If the customer requests an explanation of the decision it can only be 

er is 
 decision. The customer must ask for this explanation in 

writing. 
 
2.4 o  telephone and after this 

tisfied with this 
dispute this decision. The explanation 

must include the facts of the case and how the law was applied. 
 

 

Ov rview 

Sin e the 2nd July 2001 the way we treat appea

explanation required from the customer to how we submit our appeal 
submission to the 

on changes of circumstances.  

th1
since the Pension Credit has been introduced only very few appeals that 
affect pensioners will go to The Appeals service. Be

Service and cannot use there own calculation, the claimant cannot app
against our decision as we have not effectively calculated their income. 
However

or service charges being used. These will still go through the following 
process. 

 
2.  Decision making 

2

 
2

that has been made. They can ask for either of the following: 

• A statement of reasons 
• Reconsideration of the original decision 
• Appeal against the decision 

2
treated as part of the appeals process if it is clear that the custom
challenging the

If p ssible you should give this explanation in full by
conversation you should find out if the customer is sa
explanation or would they now like to 
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all 
is 

le. 
 

 
2.7 

 
2.8  reconsideration of the decision rather than 

actually be appealing against the decision. They must request this in writing 
ior 

st 

 
2.9 

 
 
2.11 

 
2.12 

e 
ficer or 

the Assistant Benefits Manager. 

2.13  
ld 

ter 

 
peal will continue. 

2.15 h putes or appeals against their decision but does so at 
e notification then they must 

ces’ as to why their dispute was late. If a 

2.5 If the customer is satisfied with your verbal explanation you must record 
the information stated by both parties during the conversation and place th
information in the customers fi

2.6 When a verbal explanation cannot be given or is inappropriate you should 
write to the customer giving the reasons for the decision. In the letter you 
should inform the customer that if they are still unhappy with the decision 
they must inform you straight away so that the decision is looked at again in 
order to try and revise the original decision. 

A written statement of reasons must be given when the customer 
specifically requests such a statement. If a request is received we must stop 
the clock for the appeal period until we issue the written statement. The 
clock will start again from the day the statement is issued. 

The customer can ask for a

and do so within one calendar month of the original decision. A Sen
Officer should normally carry out any reconsideration. Once this has been 
carried out a notification or letter giving details of the reconsideration mu
be sent to the customer. This notification must also carry fresh appeal 
rights. 

The customer has one calendar month from the date of the notification 
issued to dispute their decision or to appeal. 

 
2.10 Any request for an appeal must be made in writing 

We will always reconsider the decision when the customer is appealing. A 
Senior Benefit Officer should reconsider the original decision and notify the 
customer in writing of their decision. 

If the decision is revised to the advantage of the customer the dispute is 
stopped and the customer is given the new decision with fresh appeal 
rights. If the decision is not revised, or is revised to the disadvantage of th
customer, the appeal will continue and the claim passed to Senior Of

 
If the decision was incorrect but from a date after the original decision
began the claim will be superseded from the date of the change. This wou
normally be if the customer notified us of a change of circumstances af
the original decision was made. They are then notified of this decision and 
given fresh appeal rights. 

 
2.14 If the customer wishes to withdraw their appeal at any stage they must 

inform us in writing or the ap
 

If t e customer dis
least one calendar month after the date of th
show they have ‘special circumstan
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e accepted the customer must satisfy the following 

 
• The application has merit; 
• As a result of the special circumstances it was not practicable to make 

tion on time; 
• It is reasonable to accept the application. 

e 

 sons for 

 
2.17  

 
.18 We must not take into account that the customer was unaware of the 

 
2.19 s accepted then we must treat it as if the dispute was 

made within the calendar month and therefore be able to revise the 
decision. 

.20 If an official error has been made it can be revised at any time regardless 
one calendar month. 

 
 
. The Submission 

3.1 
using Benefit and Council Tax Benefit Appeals. 

h 

 
3.3 er will check the following before they do 

anything else: 

considered? 
• Has the appeal been properly and duly made? 
• Is the appeal against an “appealable” decision? 

late dispute is to b
criteria: 

the applica

 
A dispute cannot be considered if it is made more than 13 months after th
original decision. 

 
2.16 Any applications for a late dispute must be in writing, contain the rea

the delay and the reason for disputing the decision. 

The longer the delay before a dispute is received the more compelling the
reason must be for us to consider the late dispute. 

2
appeals procedure or misunderstood the law when considering their late 
dispute. 

If the late dispute i

 
2

that the dispute may have been made after the 
 
 

3
 

From 2nd July 2001 The Appeals Service has been set up to deal with most 
aspects of Ho

 
3.2 The Appeals Service is an executive agency of the DWP. They will deal wit

the administration of appeals after we have sent an appeal to them. They 
will also be responsible for the setting up the tribunal that will hear the 
appeal. 

Our designated Appeals offic

 
• Has the claim been re

• Is the appeal late 
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3.5 

sent to the correct office, identifies the 
decision to be appealed against and contains sufficient grounds for appeal. 
We can ask the appellant for more information at this stage and would 

d. If the appeal is still not duly made it 
must be sent to The Appeals Service. The Appeals Service will allocate the 

hen treat it as a standard appeal and prepare 
the submission and AT37. 

3.6 lly 

als against a decision that cannot be appealed against, the 
appeal is said to be ‘out of jurisdiction’. The papers must still be sent to The 

 
.7 If the appeal is not made within the one calendar month of the decision it is 

te 

Authority does accept the special circumstances for the late appeal it should 
If the 

ort 

 to admit the appeal. If they do admit the 
appeal the Local Authority will be asked to submit a full submission. 

 
3.8 Some appeals will be ‘misconceived’. An example of this is where the 

claimant has clearly more than £16,000 but appeals against their nil 
entitlement. Misconceived appeals are still sent to The Appeals Service. 
You must indicate that you feel that the appeal is misconceived. Send 
appellant form TAS1M to indicate what you have done. The tribunal will then 
decide whether the appeal is misconceived. 

 
3.9 A submission must be sent to The Appeals Service with form AT37. The 

submission should include: 
 

• The decision 
• The letter of appeal or typed transcript 
• Summary of facts not opinion 

3.4 After the claim has been reconsidered, if it is decided not to change the 
decision the appeal will go ahead. A submission and form AT37 must be 
sent to The Appeals Service. 

An appeal is properly and duly made when it is in writing, signed by the 
person with the right of appeal, 

normally give them 14 days to respon

appeal to a tribunal chairman to decide whether the appeal is duly made. If 
the chairman decides the appeal is not duly made the appeal ends and the 
claimant and the Local Authority are notified. If it is decide that the appeal is 
duly made the claimant and the Local Authority will be notified that the 
appeal will go ahead. We will t

 
Some decisions do not carry the right of appeal. These are usua
decisions such as method of payment, rate of benefit, applicable amounts 
and the pension credit type of appeals mentioned in paragraph 1.2. If a 
person appe

Appeals Service and marked that the appeal is ‘out of jurisdiction’. The 
Appeals Service will then write to the claimant and the Local Authority 
stating that the appeal is ‘struck out’ and will not proceed. 

3
late. This time limit can be extended in certain circumstances to an absolu
maximum of 13 months from the date of the decision. If the appeal is late it 
can either be supported or unsupported by the Local Authority. If the Local 

complete the AT37 in the normal way and prepare the submission. 
Local Authority does not accept the late appeal it must still prepare a sh
submission giving details of the appeal and why it is unsupported. The 
tribunal will then decide whether



 
• Relevant law 
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• The submission – why you think the decision is correct 
• Proper index 

 
 
4. Forms 
 
4.1 All appeals must be submitted to The Appeals Service with form AT37. This 

gives The Appeals Service details of the appellant and their appeal. The 
form is coded 75 for HB appeals and 77 for CTB appeals. 

 
4.2 Form TAS1 (TAS1M for misconceived appeals) must be sent to the 

appellant with a copy of the submission. This is a pre hearing enquiry form 
that tells the appellant their appeal has been sent to The Appeals Service 
and requires the appellant to confirm whether they wish to proceed. The 
appellant must return this form to The Appeals Service within 14 days or 
their appeal will be ‘struck out’. 

 
4.3 Form TAS1R must be sent to interested third parties such as landlords or 

representatives. It informs the third party that the appeal has been 
forwarded but it does give them the right to withdraw the appeal to The 
Appeals Service. 

 
 
5. The Tribunal 
 
5.1 The tribunal hearing will be based at Basildon. 
 
5.2 The tribunal consists of a chairman who is legally qualified and on some 

occasions by a second member who is financially qualified. There will also 
be a clerk to the tribunal. The Lord Chancellor appoints tribunal chairman. 

 
5.3 Both the appellant and the Local Authority, have the choice of an oral or 

paper hearing. If either party opts for an oral hearing at least 14 days notice 
will be given. 

 
5.4 The hearing is informal. The appellant is allowed to have a representative 

with them. The Local Authority will be represented by a Presenting Officer. 
The role of the presenting officer is to assist the tribunal to assess the facts 
relevant to the law. They are a ‘friend to the court’ and must ensure that 
both sides are presented fairly and positively. They must also aid the 
appellant where necessary. 

5.5 The decision of the tribunal will normally be given on the day in the 
presence of both parties. 

 
 
6. Further appeals 
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 app al following the appeal tribunal. However, a 
case can only be taken to the Social Security Commissioner on a point of 
law or a procedural irregularity. Examples of this would be where the wrong 
law is used or the decision of the tribunal is perverse or unsupported by the 
evidence. A procedural irregularity would be where the tribunal did not allow 
one of the sides to put their case. 

 
 
7. Performance monitoring and targets 
 
7.1 The Appeals Service regularly publicises Housing Benefit and Council Tax 

Benefit cases that are heard by the commissioners across the country. 
These are especially useful when a point of law is stated in a decision. 
These commissioner decisions are e-mailed to all Local authority Benefit 
managers on a regular basis. 

 
7.2 Before Rochford decides on whether to uphold a decision they have made 

after they have received an appeal it should check all previous 
commissioner decisions as it would be pointless in sending a submission to 
The Appeals Service if a commissioner has already ruled on that decision 
previously. 

 
7.3 Because Rochford logs all of its correspondence via the Academy system it 

is easy to obtain management information on the amounts and types of 
appeals it receives. The Assistant Benefits manager then uses this 
information to predict trends in types of appeals that we are receiving.  

 
7.4 This type of monitoring has enabled us to amend our appeals leaflet and 

produce an improved backdating leaflet. It has also proved overwhelmingly 
that we generally get it right first time as we have very few genuine appeals. 

 
7.5 Rochford’s performance in dealing with all appeals and disputes is 

measured by three new performance measures (PM 17,18,19). These 
indicators measure how quickly reconsiderations and submissions to The 
Appeals Service are dealt with. 

6.1 There is a further right of e



 

8. Procedure flow chart – Page 1 of 3 
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Procedure flow chart – Page 2 of 3  

From previous 
page 

From following 
page 

Continue to 
next page 
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Procedure flow chart – Page 3 of 3 
 

 

 

Return to 
previous page From previous 

page 
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1.  O

 
• appeals against banding 

tice 
• appeals against the calculation of a bill  

 

ut notifying the Council.  Appeals against banding have no 
involvement at all from the Council. 

  It i
Tr
ap

anding of their property or with the fact that it 

.2 The person may make a proposal to the Valuation Office Agency to amend the 
valuation list.  The proposal form is obtained from the Valuation Office Agency. 

 who can make a proposal and some time limits apply. 

g.  

 
red. 

y cheque 

2.7 ms 
 accompany the adjustment notice explaining this. 

 
verview 

 
1.1 Council Tax appeals may be categorised as follows: 

• appeals against the imposition of a penalty 
• appeals against the issue of a completion no

• appeals against the determination that a property is chargeable or that a 
person is liable to pay that bill 

 
1.2 Appeals hearings are dealt with by the Valuation Tribunal.  Some types of appeals

must by made first with the Council and others types may appeal direct to the 
Valuation Tribunal witho

 
1.3 s worth noting that any matter which is capable of appeal to a Valuation 

ibunal may not be raised in the Magistrates Court as a defence against an 
plication for a Liability Order. 

 
 
 
2.  Appeals Against Banding 
 
2.1 Where a person disagrees with the b

should be banded they may appeal. 
 
2

 
2.3  There are restrictions on
 
2.4 If the proposal is not agreed by the Valuation Office Agency the matter is 

transferred to the Valuation Tribunal for a hearin
 
2.5 Despite the fact that a proposal has been lodged there is no right to withhold 

payment of the Council Tax.  This must be paid in accordance with the current bill
until such time as the valuation is alte

 
2.6 Once the list has been altered the Valuation Office Agency will advise the tax 

payer and also the Council. The Council Tax records will be amended within 
fourteen days of notification and any overpayment will be refunded b
unless the account is in arrears. 

 
Where an account is in arrears any overpayments will be offset against the su
outstanding and a letter will

 
2.8 There is no provision to pay interest on any overpayment. 



 

- 157 - 

 
 
. Appeals against the imposition of a penalty 

3.1 Where a penalty has been imposed on a person for failing to supply information, 
for knowingly supplying information which is incorrect or failing to notify of 
changes to discount or exemption entitlement that person may appeal direct to the 
valuation tribunal. 

.2 The appeal must be made within two months of the issue of the notice and must 

 
.3 The appeal should be made direct to the Valuation Tribunal. 

3.4 f an   
     appeal. 

 
 
 
4  Appeals Against Completion Notices 
 
4.1 Completion Notices are issued in respect of newly built properties. 
 
4.2 Information is provided with the completion notice explaining the purpose of the 

notice and advising of the rights of appeal. 
 
4.3 Any appeal should be made direct to the Valuation Tribunal within four weeks of 

the date of service of the completion notice. 
 
4.4 There is no formal “pre appeal” procedure but in practice an owner  may contact 

the Council for an informal discussion with a view to resolving the issue.  This may 
result in a further visit to the property for a more detailed inspection. 

 
4.5 Where an appeal is made to the Valuation Tribunal, the owner must attach a copy 

of the completion notice and a statement giving the grounds for appeal. 
 
4.6 Normally an appeal will be dismissed if it is not made within the four week period.   

However the tribunal may allow an appeal out of time if it is satisfied that the 
failure to appeal within time has arisen due to circumstances outside the 
appellant’s control. 

 
   
 
5.  Appeals against the Calculation of a Bill 
 
5.1 A Council Tax payer may appeal where they disagree with the calculation of the 

bill.  This could be that they believe they are entitled to a disabled persons 
banding reduction or discount and one has not been awarded or they believe they 
are entitled to a greater discount than the one they have been awarded. 

 

3
 

 
3

state the grounds for the appeal and the date on which the penalty was imposed. 

3
 

It should be noted that a penalty is not payable whilst it is the subject o
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5.2 The Taxpa ey disagree 
with the ca

 
5.3 A senior officer will consider the matter fully and may change the calculation or 

5.4.  A letter will be sent to the Taxpayer to dvise of the decision.  This must be done 
within two months of receipt of the written notice. 

 
5.5  It the Taxpayer remains dissatisfied they have two months from the date of   the 

decision to appeal to the Valuation Tribunal. 
 
5.6  If for any reason we fail to deal with the matter within the required 2 months the 

Taxpayer has four months from the date of his original written notice to appeal to 
the Valuation Tribunal. 

 
 
 
6.  Appeals against the determination that a dwelling is chargeable or that a 

person is liable to pay that bill 
 
6.1  The taxpayer has the right of appeal against the Council’s decision that a property 
is not entitled to an exemption ie it is a chargeable dwelling. 
  
6.2  In addition a person has the right of appeal where they have been treated as the 
liable person for Council Tax purposes. 
 
6.3  In both of these cases the procedure to be followed is in 5. above. 
 
 
 
7. The Valuation Tribunal 

.1 The Valuation Tribunal which serves Rochford District Council is the Essex South 
Valuation Tribunal which is located in Witham. 

 
7.2 The tribunal will usually be comprised of three members, one of which acts as 

chairman.  These are appointed lay persons. Also present will be the clerk to the 
tribunal who will be legally qualified. 

.3 The hearing will normally be in public.  If a party to an appeal does not attend the 
hearing the tribunal may hear and determine the appeal in their absence.  Further 
the tribunal may dismiss the appeal if the appellant fails to appear. 

 
7.4 The procedure of the tribunal including the order of hearing the parties is at the 

discretion of the tribunal.  The hearing is informal and parties may appear in 
person or be represented. 

 
7.5 The tribunal may give its decision at the end of the hearing or reserve its decision.  

As soon as reasonably practicable after a decision has been made it must be 

yer must serve a written notice on the Council stating why th
lculation of the bill. 

confirm it. 
 

 a

 
7

 
7
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communicated to all parties in writing accompanied by a statement of reasons for 
cision. 

view of 

 a question 

.2 The High court may confirm, very, set aside, revoke or remit the decision or order 
of the tribunal and make any order that the tribunal could have made. 

the de
 
7.6 A party to an appeal may make written application to the tribunal for a re

the decision. 
 
 
 
8.  Further appeals 
 
8.1 A party may within four weeks of a decision appeal to the High Court on

of law only. 
 
8
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1. 
 
1.1 

Landlords and Private Sector Landlords, to improve the efficiency of the 

 
1.2 the legislation and take into 

account the human rights of the benefit claimant. The Council will always 

listening organisation, reactive to the needs of 
Landlords and appreciative of the pressures on them both in terms of time 

housing in our District.  

 
2.1 

ly as 
possible any relevant changes in Benefit Regulations and Procedures. 

2.2 

will give Landlords confidence 
that rent allowance payments will be paid accurately and promptly. 

 rove its communication with Landlords in five 
different areas, these are: 

• A six monthly newsletter 

 have had claimants within the last eighteen months. 

Overview 

The Council wishes to work in partnership with its Registered Social 

Benefit Service it provides. It hopes to assist Landlords in providing 
improved accommodation for the residents of Rochford as well as working 
towards increasing the number of properties available to Housing Benefit 
customers. The Council wants to provide better advice to both claimants 
and their landlords to prevent undue hardship. 

It will offer this service in accordance with 

put the claimant’s needs first, but in doing so it will try to work with their 
landlords not against them. 

 
1.3 To this end we aim to be a ‘

and finance. We look this element of the Benefit Service as a strategic 
partnership with external housing providers. The Council is unable to 
expand its own housing stock, so the Private/Registered Social Landlord 
marketplace is the only growth area in terms of expanding the increased 
need to provide affordable 

 
2. Communication 

Rochford District Council wants to give the Landlords of its District clear and 
useful information. It will try and provide Landlords with explanations as to 
how their tenant’s claim is progressing and will publicise as wide

 
It will also work in partnership, with our partner, Registered Social Landlords 
in finding suitable accommodation for the tenants of Rochford. Through 
improvements in communication Rochford hopes that it will encourage more 
Landlords to house claimants in their area. It 

 
2.3 Rochford intends to imp

 
• A regular Landlords forum 
• An improved claim form  

• Set up Service Level Agreements with its larger Landlords 
• Publicise its policy to all the Landlords who have current claimants in 

the district or who
 
2.4 After publicising its policy Rochford Revenues and Benefits section hope to 

attract as many of its landlords to attend a Landlords forum early in 2005. 
This forum will be a vital way of not only informing landlords of the major 
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them to have a say in how these changes come about. 
 

 
.6 In line with Department for Works and Pensions guidance Rochford has 

aim form so that claimants and Landlords alike can opt in to 
finding out more information about the Housing Benefit that they may be 

 
2.7 t 

their tenants claim if they allow us to. If they consent to this by signing up to 

 
2.8 cond 

chance to catch up with any relevant changes that may affect them and their 

atters the free quarterly 
newspaper. 

2.9 
m to 

 Service Level Agreement. This agreement will commit 
Rochford’s Benefits section and the Landlord to jointly agreed terms and 
conditions when Housing Benefits is paid to one of their claimants and when 
that benefit is overpaid to. 

 
2.10 Finally Rochford will review its Landlords policy at least once a year. As part 

of this review Rochford will survey its Landlords through its website to see if 
there are suggestions, changes or additions to the policy or if more 
information is required. It will achieve this by encouraging Landlords to post 
suggestions on an electronic notice board. 

 
 
 
3. Paying Landlords 
 
3.1 Housing Benefit entitlement is always made to the benefit claimant. 

However, if it is more convenient for the claimant they with their Landlord 
can authorise Rochford to pay the Landlord direct. 

 
3.2 Rochford has always historically paid benefit by crossed cheque, but for 

speed and security purposes it will be also offering to pay benefit by 
automated transfer straight into the claimants or Landlords bank account 
from early in 2004. If the Landlord is in receipt of Housing Benefit payments 
on behalf of their tenant and they wish to sign up for this payment method 

changes in regulations that will be happening throughout the year but a 
chance for 

2.5 The forum will be the first opportunity to hear about possible changes on the 
horizon and a chance for landlords to air some of the problems they may be 
experiencing because of Rochford’s procedures. 

2
changed its cl

entitled to. 

The claim form clearly states what the Council can tell a Landlord abou

pass this information on to their Landlord trained benefit staff will be happy 
to give as much information as the regulations allow. 

If Landlords miss or are unable to attend a forum they will get a se

tenant. A newsletter will be issued every six months to all the Landlords that 
the Council are making direct payments to. The newsletter will also be 
published on the website and Rochford District M

 
For those Landlords that more than 20 properties within the district that they 
rent out at any one time to our claimants the Council will encourage the
sign up to a



 
 R
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they should contact Rochford’s evenues and Benefits section who will 
sen  commence 
mak

 
3.3 The Council will also make payments direct to Landlords if the tenant is 

more than eight weeks in arrears of their rent. If the tenant is more than 
eight weeks in arrears the Landlord should confirm this in writing and the 
Council will suspend payments while it clarifies with the claimant why they 
have not used their Housing Benefit to pay their rent. If the Council is then 
satisfied it is in the best interests of the tenant, it will commence all further 
payments of Housing Benefit to the Landlord. 

 
3.4 The Council will also apply the ‘fit and proper person’ test to decide whether 

in direct payment cases to stop paying the Landlord in appropriate cases. 
 
4. Preventing evictions 
 
4.1 It is a paramount aim to prevent evictions occurring through lack of Housing 

Benefit being paid. In the past on the rare occasion it has occurred due to 
benefit not being paid it has been because of a communication breakdown 
between the Council and the claimant, the Council and the Landlord or the 
Landlord and their tenant. 

 
4.2 Because of the changes it has made in staff awareness, training, 

communication and information available to all those concerned, the Council 
believes this type of occurrence should be a thing of the past. Also because 
of these changes the Council should be able to pay benefit much quicker, in 
some cases between 10 and 15 days from initial receipt of the claim.  

3 This should hopefully prevent any eviction due to non payment of benefit in 

claimant is more than
 

. Recovering Overpayments   

5.1 Although by signing a declaration when accepting direct payments the Landlord 
commits them self as a Landlord to pay any overpaid benefit entitlement back 
immediately, the Council will always use its discretion before issuing an invoice. 

.2 It will not automatically invoice the Landlord just because the payments are 
going direct to them. It will in certain areas seek to collect the overpayment 
back from the claimant.  

 
5.3 The Council will need to decide as to whether the Landlord would have been 

aware of what was the cause of the overpayment. An example of this would be 
if the claimant deliberately gave the Council false information to maximise their 
entitlement. In that case it would be highly unlikely that the Landlord could have 

d them a pro forma to complete and return so we can
ing payments through this method. 

 
4.

the future, but if the landlord believes they may have to evict their tenant 
then the Council would ask that they please contact them first as they may 
be able to offer a solution such as paying the landlord direct once the 

 eight weeks in arrears. 

 
5
 

 
5
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 aware of this overpayment so the Council would not seek to recover from 
the Landlord. 

 that both 
invoice will 

r wh h the verp men as occurred and 
 it ha  occu ed.  

. Staff awareness 

.1 In order for this policy and partnership to succeed it is vital that all of Rochford’s 
Revenues and Benefits staff are not only aware of this policy and it all that it 
entails but are aware what information that they can give to the Landlord. 

.2 Rochford has invested heavily in training for its staff as its feels this is the best 
commodity it has. So much so that it has applied for the Investors In People 
accreditation. The Benefits staff will also receive a big investment in its training 
with a dedicated Training Officer to be employed to aid this process. 

All the staff will also receive a copy of all of the Benefit policies Rochford has 
made and will all be issued with guidance on what information Landlords can 
be given when they make contact with the Council. 

.4 Finally all relevant staff will help in the creation of the newsletter or attend one 
of the Landlords forums so that it remains fresh in their mind of how we wish to 
work in partnership with all our Registered Social or Private landlords.       
   

been

 
5.4 If the Council wishes to recover from the Landlord it will ensure

claimant and landlord will be sent clear notices of decision and the 
also state the amount, the period fo ic  o ay t h
a short explanation as to the reason s rr

 
6
 
6

 
6

 
6.3 

 
6
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Overview 1. 

1.1 ship/circumstance payments from 2  

imited amount of money each financial year 
 exceptional hardship funds). However so as 

y remaining DHP fund 
central government at the end of the 

1.3 hey decide how DHPs are 
he 

a HP scheme. 
.4 Anyone who fulfils the following criteria can be awarded a DHP: 

B or both. 

• The LA is satisfied that the claimant requires further financial help 
with their housing costs. 

wever, DHPs can only be claimed on the benefit that 
eone is receiving HB only, they cannot 

Council Tax, and vice versa. 
1.6 e only 

a
1.7 cretion 

. in writing, by telephone, by 
ver there must be something 
e claim for DHP. The LA cannot 

aim. 
1.8 e 

LA, but the level of benefit and the DHP award must not exceed the 

1.9 s as to how long a DHP can be awarded for, when a DHP 

1.10 
, perhaps one that 

increases benefit to a level where DHPs are no longer needed, or 
thought necessary.  

1.11 DHPs can also be stopped when the LA considers that the DHPs have 
been awarded due to fraudulent activity, when the LA considers there 
has been a misrepresentation or failure to disclose a material fact, that 
was not necessarily fraudulent or when they have been awarded in 
error. 

 
DHP replaced exceptional hard nd

July 2001. DHPs are not classed as Housing or Council Tax benefits, 
and do not have any subsidy implications.  

1.2 Each LA is issued with a l
to use for DHPs (similar to
not to influence the decision of the LA, an
amount will be returned to 
financial year. 
It is up to the individual LA as to how t
allocated. The DWP have issued some guidance, but the LA has t
fin l say in how it operates its D

1

• The claimant is entitled to HB, CT

1.5 Claimants (and their appointees) can claim DHPs as long as the above 
criteria is met.  Ho
is actually received, i.e. if som
claim DHPs to help them with their 
As DHPs are not a benefit of any kind, claims for DHP can b
m de from the LA and not from the DWP. 
A specific claim for DHP must be made, but it is at the LA’s dis
how and in what form the claim is made i.e
electronic means, etc.  Howe
recorded/received, that triggers th
award a DHP without some type of cl
The actual amount of DHP that is awarded is at the discretion of th

weekly eligible rent or council tax liability.  
The decision
has to be started or end are at the LA’s discretion.  
LA can consider ending DHPs at anytime they consider necessary. 
This can be due to a change of circumstance
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1.12 DHPs can be paid to anyone it is deemed reasonable to do so by the 
ll usually be the person to whom benefit is paid to. 
 council tax accounts. 

.13 DHPs can be paid along with normal HB/CTB, in exactly the same 

HPs and 

clearly how much of the payment 
bei

1.14  fraudulent 

fraudulent. DHPs can also be recovered where they have been made 

uld be dealt with, and 
y ongoing 

benefits. 
1.15 

reasonably practical. 
1.16 

in circumstances that are relevant to DHPs. Therefore the LA should 

1.17 

proof requested by the LA.  

 
2. DHP Claim 

2.1 A claim for a DHP award is required to be made on the designated 
application form. 

2.2 Where a request is received that has not been made on the designated 
form, the person making the claim will be requested to submit a 
completed DHP application form 

2.3 Where a request is received that has not been made on the designated 
form, the form will be issued to the person making the claim within 48 
hours of receipt of the original request. 

2.4 All DHP applications will be administered by a Senior Officer. 

LA. In practice this wi
This includes rent and

1
methods. However there are two important conditions that apply, 

• The LA must be able to clearly differentiate between D
normal HB/CTB. There must be a clear audit trail; 

• The LA must notify the claimant 
ng made is DHP and how much is normal HB/CTB. 

DHPs can be recovered if they have been awarded due to
activity or where the LA considers there has been a misrepresentation 
or failure to disclose a material fact, that was not necessarily 

as a result of an error.  It is the LA’s responsibility to decide how 
disputes regarding the recovery of DHPs sho
within what time limits.  DHPs cannot be recovered from an

Where a claimant makes a claim for DHP they should be notified of the 
outcome of their claim, and the reasons behind it as soon as is 

Anybody receiving DHPs are required to notify the LA of any changes 

ensure that the claimant is aware of this responsibility.  
The claimant is also responsible for providing the LA with all proof that 
the LA considers relevant in order to consider the claim for DHP. It is 
up to the LA to set the time limits that the claimant has in which to 
provide 

1.18 This policy should be read in conjunction with the relevant operational 
procedure. 
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2.5 Upon receipt of a DHP application, on the designated form, the Senior 
Officer will decide whether a visit will be required to confirm information 
on the application form 

2.6 A dec or from 
receip

.7 All persons affected will be notified, in writing,  of the outcome within 3 
working days of the decision being made. 

.8 The notification will detail: 

• The decision and reasons for the decision; 

• The amount of the award; 

• The start date and period of the award; 

• Details of the requirement to notify of changes in circumstances; 

• How to dispute the award. 
 
3. Consideration of the Application 
 
3.1 Each application will be considered on its own merits by the SBO and 

Benefit Manager. 
3.2 Consideration will be given to: 

• The reason for the application;

• The personal circumstances of the person making the claim; 

• The financial circumstances of the person making the claim; 

• The amount of

• The likely period of the award;  

• The amount of funding available; 

• The LA’s Corporate Anti Poverty and Social inclusion policies and 
the homelessness strategy. 

3.3 In each case the reasons for the decision will be clearly recorded and 
maintained. 

3.4 Upon receipt of a renewal claim or notification of change of 
circumstance, the claim will be passed to the SBO to confirm whether 
any reconsideration of the award should be made. 

ision will be made within 14 working days of the visit, 
t of the application form.  

2

2

 

 award being requested; 
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4. Administration 
 

 Assistant Benefit Manager and designated Senior Officer will be 

overpayment of DHP award will be recovered at the discretion of the 
Assistant Benefit Manager. 
 

4.1 The
responsible for the allocation and monitoring of DHP funding. 

4.2 The Assistant Benefit Manager will, on a monthly basis, report to the 
Head of Revenues & Housing: 

• The amount of funding awarded for the current financial year; 

• The amount remaining for the current financial year; 

• The amount of any awards that fall into subsequent financial 
years.  

 4.3 The Assistant Benefit Manager will, on an annual basis, report to the 
Head of Revenues & Housing and Members:   

• The amount of funding awarded for the financial year; 

• The amount unallocated for the current financial year; 

• The amount of funding allocated for the subsequent financial 
year; 

• The amount of any awards already made that fall into the 
subsequent financial years.  

4.4 The Benefit Manager will be responsible for the consideration of any 
dispute arising from a DHP award decision.  Reconsideration will be 
given at the discretion of the Benefit Manager upon receipt of further 
representations or on the provision of further evidence in support of the 
claim.  

 
4.5 Any award of a DHP that is subsequently ended and results in an 
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1. Overview 
 

Th mmarised below. Recovery action 
sto  i

 

• e statutory enforcement process is su
ps f the amount is paid. 

 

 

   

Demand Notice 

                   
.Instalments 

 
      Reminder/Final Notices 

 
        Complaint 

 
 Summons 

 
.Liability Order Hearing 

 
 

     Request for Information/14 day day 

 
 
Attachmen
of Earnings

 
 

t       Attachment        Attachment        Bailiffs     Charging    Insolvency
     of  Allowances     of Benefits                           Order 

 
Pre-Committal Letter 

                                      
                     Committal to Prison 
 
 

- 174 - 



 

2. Recovery Timetable 
 

• 

 
• 

ure prompt and efficient recovery 
of overdue Council Tax. 

 
 for setting the timetable is the list of court dates 

 
• A s

the
 

• he spreadsheet has pre-set parameters to automatically calculate back 

 
• 

if necessary. 
 

• 
 work e.g. ensuring all direct debit mandates are implemented 

 
• 

rcement Officer to set each recovery run. 
 

• 

 
• cessary. 

 
 

The recovery timetable gives details of the dates of each stage of recovery 
action throughout the year. 

The recovery timetable is set at the beginning of each year by the 
Recovery & Enforcement Officer, to ens

• The starting point
provided by the local magistrates’ court for the coming year. 

preadsheet is used for the timetable, and the court dates are input by 
 Recovery & Enforcement Officer. 

T
from each court date the appropriate dates for report, update, issue etc of 
reminder notices, final notices and summonses.  This is to ensure that the 
correct number of days notice is given i.e. prior to the court hearing 

Once the timetable has been produced the Recovery and Enforcement 
Officer  will check the document to ensure none of the dates fall on a bank 
holiday and change 

A copy of the timetable is given to each member of staff so they can 
prioritise
before a recovery run, or so that any outstanding work can be held to 
prevent recovery action where necessary. 

The relevant dates for each recovery run are input on the Recovery and 
Enforcement Officers electronic calendar.  A calendar reminder prompts 
the Recovery & Enfo

The local magistrates’ court may provide an extra date during the year and 
the timetable is then amended to accommodate this. 

dditional recovery runs may be added if neA
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Reminders and Final Notices 
• These are run in accordance with the recovery timetable. 
• A batch program will be run in report, which will identify all the 

cases, which are due for a reminder notice in accordance with the 

3. 

under this amount would not 

 the detail listing  is checked by the recovery team to 

y reasons eg. Arrangements 
• Any other warnings or errors are checked and resolved before the 

update run. 
• Once all these details are correct then the recovery run can be 

selected for update and all the case listed will have a recovery 

 
• on who where an instalment 

 and unpaid together 
f 

 

 
 
 
 

parameters set. 
• The parameters are set when the program is run and can be varied. 

The parameters include a minimum amount..  This is normally set 
at £40.00 and therefore balances 
receive a recovery letter.  This amount may be varied and is 
normally lowered for the recovery run prior to year end eg in 
January 

• Once run
make sure that all diary codes are up to date. 

•  Any expired diary codes are checked and either removed so a 
reminder can be produced or forwarded on to a further date. 

• Diary codes are added for man

notice produced. 
 
 

First Reminder 

A reminder notice must be served on any pers
has become overdue.  The first reminder issued to any person in the 
relevant year must state: 

o The aggregate of the instalment which are due
with any instalments becoming due within seven days from the date o
the issue of the reminder notice; 

o That the amount in question is required to be paid in fourteen days; 

• If this instalment is paid and then a future instalment becomes overdue 
then a second reminder is issued. 
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• 

 will state that if any further instalments within the 

 

 

ued where there are no future instalments eg a 
closed account or where there is a sum which is immediately due ie at 

The du
m has fallen due. 

the month that the 

reminders are despatched a test envelope is issued to 

w 

Second Reminders 

A second reminder notice will be issued in cases where the first reminder 
has been issued but the account has subsequently been brought up to 
date.  This reminder
financial year become overdue, the taxpayer will lose their right to pay by 
instalments. It also states that no further reminder notices will be issued. 
The next stage would be a final notice.  

 Reminder 3 

• A reminder 3 is iss

the end of the financial year or a bill has been backdated into a 
previous year. 

 
 
ty to serve a reminder notice is a duty without a time lime and therefore a 
reminder notice may be issued at any time after the su
 
It is out policy that reminder notices are not issued in 
instalment falls due.  However occasionally this is necessary to fit in with 
the recovery dates. 
 
Reminders can be issued in joint names if that is the way that the bill was 
issued. 
 
All reminder notices issued are sent by 2nd class post. The Council’s  
central services department signs a proof of posting certificate. At the 
same time that the 
a member of staff who lives within the district to confirm that the notices 
have been served.   
 
The test document, when received is also signed and endorsed to sho
the date of receipt and then returned to the Recovery and Enforcement 
Officer.  This is then kept with the certificate of posting for evidence should 
it be required at any future court hearing.    
 
If any post is returned as not delivered then the recovery action will be 
withdrawn. 
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Reminder notices will be issued for monies outstanding from deceased 

 prompt payment or contact to make an arrangement to 

taxpayer to continue paying instalments 

 

 
Fin N
 

• 
payer one further 

• 
ents. If they fail to pay the outstanding balance in full within 

made.  

• Fin where the bill and reminder 
not

• This notice also indicates the sum of 
the balance is not paid in full and a summons is issued.. 

• The final notice batch program is run in report in accordance with the 
ill 

be set.  This is normally set at £40.00 but this may be varied if necessary. 

• All se on 
the errors and warnings report, by the recovery team. 

Council Tax payers.  The Reminder Notice will be issued in the name of 
“The executors of....” .  Whilst they have no personal liability to pay it is 
issued to
discharge the debt. 
 
The majority of the telephone calls in response to reminder notices are 
dealt with by our call centre.  Any complex cases will be referred to the 
recovery team to deal with. 
 
Arrangements can be entered into following a reminder notice.  The first 
stage would be to attempt to get the over due instalments paid by the due 
date on the reminder and for the 
as per the bill.  
 
 Where this is not possible due to the financial circumstances of the 
taxpayer and we would require the arrears to be paid first and try to 
promote direct debit where possible. 

 
 

al otices 

It is our policy that Final Notices are issued in all cases after a reminder 
notice and before a summons.  This is to afford the tax
opportunity to contact the Council to make an arrangement prior to 
incurring additional costs at summons stage.  

The Final Notice will advise the taxpayer that they have lost their rights to 
pay by instalm
7 days, an application for a liability order will be 

al Notices can be issued in joint names 
ice were issued in that manner. 

court costs, which will be incurred if 

recovery timetable.  When setting the parameters a minimum amount w

accounts selected on the report will be checked together with tho

• Once the checking is complete the system report is then run in update and 
the notices are produced. 
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• Final notices are sent by first class post. 

A test envelope is always sent to an individual member of staff living in the 
district to confirm postal of these notices are delivered. When this is 
returned to the Recovery & Enforcement Officer it is endorsed with the 
date it was received. 

• 

 
 
4. 

• ry timetable a list in report will be produced 
 not complied with the Reminder Notices and 

Final Notices.  
• The parameters allow for a minimum amount to be set.  This is normally 

ce lower than this. 

 
• 

• s will not be 

• ven days 

• 
 person stating the sum 

• 
ith the summons; this indicates the signature of the 

 signed by the IT 

• 
nal discussions 

rts.  

• Final Notices are issued to all exors cases to prompt contact so a payment 
arrangement can be agreed to clear any arrear. 

The Complaint 
 

In accordance with the recove
selecting  cases , which have

set at £40.00 as it is considered uneconomical to issue a summons and 
incur additional costs for any balan

• Where such small balances are identified on the summons report list a 
small balance letter would be sent to prompt payment. 

This list is checked by the recovery team to ensure that all diary codes are 
up to date in the same way as reminder and final notices are dealt with. 
If a case relates to an executor of an estate then a Summon
issued and the recovery team would send an individual letter to prompt 
payment. 
If an amount remains wholly or partly unpaid after the expiry of se
from the date of the final notice, recovery will continue through the 
magistrates’ court. 

A complaint will be made to a justice of the peace at the magistrates’ court 
requesting that a summons is issued to the liable
that has not been paid. The complaint will result in a summons being 
issued to the liable person by the court to appear at a specified hearing. 

Two copies of the complaint will be passed to the court (a court copy & a 
council copy) along w
complainant Rochford District Council (this would be signed by the person 
laying the complaint i.e. the Recovery & Enforcement Officer).  This 
document would also contain a computer evidence form
Client Manager or in their absence another authorised person. 

The cost of the application and summons will be charged to the liable 
person. The scale of the costs will be the subject of regio
between representatives of the Council and the magistrates’ cou
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• The court costs charged have an element, which goes to the justices.  This 
dit card on the day of the complaint. 

• The emainder d by the 
Council. 

• By w
years have elapsed since the day the balance became due. 

• with the Clerk to the Justices 

• In a o e 
nam oes not adpot this 
procedure as the court 
bein a

inder 
notice/final notice/summons listings. 

 

5. Th
 

• The plaint and the 
sum clerk. Summonses may 
be , provided that the bill, 
rem

• The tate the reason for 
its of the liability order hearing. 
There must be a minimum of 14 da
hea

summons will be done by either: 

o Leaving it at the usual or last known address 

• For limited companies, the service of a summons will be done by either: 
o Post – to usual place of business or to its registered office 
o Leaving it at usual place of business or at its registered office 

• Rochford issue summonses by first class post and a test envelope will be 
issued in the same manner as used for  reminders and final notices. 

is paid to the court by cre

 r of the cost is, if paid by the taxpayer, retaine

la , no complaint may be made for those accounts where more than 6 

All complaints are booked in advance 
secretary to ensure his availability on the day of the complaint. 

cc rdance with council tax legislation a summons can be issued in th
e of “The Council Tax payer”, however Rochford d

would not accept a summons being issued without 
g ddressed to an individual. 

• It is therefore important that when issuing a Council Tax bill to ensure 
where possible that full names of the liable persons are obtained.  If a bill 
was issued without a full name this would be picked up on the rem

e Summons 

 clerk to the justice of the peace considers the com
monses are stamped by them or the justices’ 

issued in the names of two or more taxpayers
inders and final notice have been issued in this way. 

 form of the summons is not prescribed, but it must s
issue as well as the date, time and place 

ys between the issue date and the 
ring date. 

• Service of the 
o Post – to usual or last known address 
o Delivering it to the liable person 
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• If the summons is returned undelivered by the Post Office, then it cannot 
be considered as being served. In such cases the summonses and the 
associated costs would be withdrawn from the taxpayers account.  In effect 

efore the Council has paid the justice element of the summons costs 
and this cannot be recouped.  

rwarding or 
con c

• Where a forwarding or contact address cannot be found the account would 
be s

 
6. Lia il

 
• If the Council Tax and summons costs are paid before the hearing date 

• cil Tax element is paid prior to the court 
hea
with
debt.  However it is policy at Rochford that in these cases the summons 
wo ice 
ele

• If a tax
will be seen initially by a member of the Council’s recovery team. 

• It will be explained to the taxpayer that they have the right to appear 
before the Magistrates but that at this stage the Court can only look at the 

• Therefore if the debt is not in dispute, the taxpayer may make an 
arrangement with the recovery officer.  A liability order will still be 
obt e e 
include these costs. 

•  The liability order hearing  involves the Council representative submitting 
evidence of the proof that the Council Tax is due. The liable person may 
submit evidence in defence against the issue of a liability. 

• There are various people who are entitled to address the court: 

ther

• The Post Office will provide a reason why the summons has been 
returned. In most cases, the taxpayer has moved away. In these cases 
tracing enquiries would be undertaken to obtain a new fo

ta t address, so that another summons can be issued at a later date. 

pa sed for write off.  See later notes on write offs. 

b ity Order Hearing 

then the hearing will not proceed. 

Technically where the Coun
ring leaving the summons costs outstanding it is possible to proceed 
 the hearing and obtain a liability order and thereafter enforce the 

uld be withdrawn.  However it should be pointed out that the just
ment of the costs would have been bourne by the Council 

payer attends the magistrates court on the day of the hearing they 

issue of whether the charge is due.  The Magistrates cannot, at this stage, 
look at ability to pay or impose terms of payment. 

ain d, incurring additional costs and the arrangement must therefor

• Where an arrangement has been made further recovery action will be 
suspended.  If the taxpayer defaults on the arrangement , recovery action 
can then continue without further reference to the court. 
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On behalf of the council: 

• A solicitor holding a current practising certificate 

n • A member of staff of the council who is authorised to act o
its behalf in proceedings before the magistrates court 

 
On behalf of the liable person: 

• The liable person (or in the case of a limited company, a solicitor) 

• A solicitor holding a current practising certificate 

• A ‘friend’ of the liable person 
 
At Rochford the prosecutions are dealt with by the Revenues & Benefits Staff  

 
• 

giv
en fixed by resolution of Rochford District 
blished in the local press 

pears in the valuation list 
 has been correctly issued 

and/or a final notice has been issued correctly 
ecame due less than six years ago 

 correctly served 
o The sum claimed, including costs, has not been paid 

 

• 

 operating correctly at all times. 
 
 
 
 
 

 

who are authorised to conduct the hearings in the magistrates’ court 

The authorised person attending the hearing for the billing authority will 
e evidence on oath that: 
o The council Tax has be

Council and has been pu
o An entry for the dwelling ap
o A demand notice
o A reminder 
o The amount b
o A summons has been

  

As computer generated evidence is used in court (e.g. reports from the 
Council tax system), a statement is also given as evidence that the 
computer was
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efences 
 

• 
 It is a matter for the court 

to determine what is a valid defence, but it is likely to include: 

 against the liable person 

Invalid Defences 
 

• The sed as a defence in a liability 
ord

 has yet to be 

appeal to a Valuation 

 
 

• 

use the liability order or 

• Adjourn the hearing to consider the facts on a future hearing date 

ess of whether the liable person is 
present at court or not. 

 
D

At the hearing, there are a number of defences that a liable person could 
use, in order for a liability order not be granted.

• One (or more) of the matters included in ‘proof of liability’ are 
incorrect 

• The summonsed amount is for a penalty that is subject to an 
appeal 

• Insolvency proceedings have commenced
 

re are some matters, which cannot be u
er hearing. These include 
o Entitlement to a discount or disability reduction which

awarded 
o Entitlement to Council Tax Benefit  which has yet been awarded 
o Issues which could be the subject of an 

Tribunal (e.g. whether the valuation list is correct, or a dwelling is 
chargeable, or the person is liable) 

At the hearing, the court may either: 

• Grant the liability order 

• Ref

 

• The court can make a decision regardl
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7. 
 

• Where the magistrates are satisfied that the sum has become payable by 

’s account. The 
scale of the liability order costs is the subject of discussions between 
representatives of the Council and the magistrates’ courts.  

• A liability order will be issued in respect of the sum payable, including 
costs. The liability order will take in to account any part payment that has 
been received between the issue of the summons and the liability order. If 
the sum payable later increases (e.g. due a removal of a discount) the 
sum of the liability order cannot be increased. This new balance must be 
dealt with separately. 

• A Liability order empowers the Council to obtain relevant information 
about the circumstances of the liable person and undertake enforcement, 
without further reference to the court, by any of the following : 

enefits 
o Attachment of Allowances 

o Bailiff action 
o Committal to Prison 

 

• The liability order is a prescribed document and must include the sum 
le, and information of what the council is empowered to do. The 

liability order can be issued in joint names, if that was how the summons 

• 

• 

individual. This notice also gives the taxpayer an 

 

The Liability Order 

the liable person, and it has not been paid, a liability order will be granted. 
A further set of costs will be added to the liable person

o Request for Information/14 day letter 
o Attachment of Earnings 
o Attachment of B

o Charging Order 
o Insolvency 

payab

was issued.  

Any of the above actions may be taken without further notice to the 
taxpayer. 

It is our policy that once a liability order is obtained the first course of 
action will be an information request/ 14-day letter to find out employment 
or benefit details of the 
opportunity to offer a payment arrangement to discharge the balance 
issued on the liability order. 

 



 

 

8. 

• 

 

•  
nformation from the liable person, which must be supplied 

4 days, providing the information is in their possession or control. 

Any other attachment orders in place 
o Other sources of income (e.g. benefits) 

on is jointly liable for the debt 

of those concerned.  

• It is
information, which is knowingly false. The Council may make an 
application to the magistrates’ court 
for those who supply false information, and a level 2 fine (maximum of 
£500) for those who fail to supply the requested information.  

• When the information is supplied, the Council will choose the most 
appropriate enforcement method eg if working – an attachment of 
ear

 

9. Payment Arrangements 

• A payment agreement may be made at any time during the collection and 

•  a liability order has already been obtained, the council may 
allo

Request for Information/ 14 day letter 
 

The issuing of a liability order from the court empowers the Council to 
obtain relevant information about the circumstances of the liable person 
and undertake various options of enforcement. 

When a liability order has been obtained, the Council will request, in
writing, certain i
within 1
This information will include: 

o The name and address of their employer 
o The amount earned 
o Amounts deducted for Income Tax, NI, or pension 
o Any payroll or works reference 
o 

o Whether any other pers
 

• Where a liability order has been made in joint names, the Council may 
request information from any 

 a criminal offence not to supply the requested information, or to supply 

for a level 3 fine (maximum of £1,000) 

nings. 

 

enforcement process; even after a liability order has been obtained.  

In cases where
w a longer instalment plan because the outstanding debt has been 

- 185 - 



 

sec e
Council to take further recovery action without reference back to the court. 

• Pay e
receive

n a ot adhered to, the Council will cancel the agreement 
ediately and continue with the next course of action.  

 
 

10. 
 

• On erve 
an 
also
deductions from the debtor’s wages, which will be sent directly to the 
council and offset against the debtors Council Tax account.  

• An acknowledgement slip is issued to the employer, which should be 
retu e  dial 
tele o ekly, 
fortn

rder to the employer will: 

• ails of the deduction tables and rules 
 

ent.  A specified deduction rate is applied 

ings will include any overtime, bonus or 
commissions.  

• Attachment of earnings is an effective way of collecting the outstanding 
Council Tax depending on the earnings of the taxpayer.   

ur d the debt by obtaining the order. The liability order enables the 

m nt arrangements are monitored to ensure that payment is being 
d as agreed.  

greement is n• If a
imm

Attachment of Earnings 

obtaining employment details of a liable person, the Council may s
attachment of earnings order on their employer, (a duplicate letter is 
 sent to the employee). This notice will instruct the employer to make 

rn d by them with details of the payroll manager and a direct
ph ne number together with the frequency of the pay i.e. daily, we
ightly or monthly. 

• The content of the Attachment of Earnings O

• Be addressed to the debtors employer 

• Specify the sum outstanding and that a liability order has been 
obtained 

• Be signed by the ‘proper officer’ of the council eg. The Recovery  & 
Enforcement Officer 

Include det

Deductions 
 

• The amount the employer must deduct from a debtors wages is dependant 
on the set out by central governm
to ‘net earnings’. ‘Net earnings’ means the earnings after Income Tax, 
National Insurance, pension and any other attachment deductions have 
been deducted. Net Earn
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• On occasions it is considered not economical to set up an attachment of 
earnings on those taxpayers on a very low income as it would take too 
long to clear the debt. 

erally liable, it is only possible to set up an 
h of them, if there is more than one liability 

order. It is not possible, to set up more than one Order (regardless if it is 

• 

 

ployer was made. A 

 
Duties and Powers of the Employer 
 

• 
ers to the employer: 

• The employer may deduct £1 towards their administrative costs on 

eductions made 

thin 14 days of receiving the 

• The employer must notify the relevant council if they employ 
someone new, who they know has an unfinished attachment of 
earnings order 

 
Duties of the Debtor 

• The service of the attachment of earnings order gives the following duties 
to the debtor: 

• The debtor must notify the council within 14 days of a change of 
employment (with details of name and address of the new employer) 

 If taxpayers are joint and sev
attachment of earnings on eac

for different occupants) on only one liability order. 

A maximum of two separate attachment of earnings orders can be set up 
at any one time from one person’s wages. They must be for two separate  
liability orders.  
 

• The second attachment will use the net figure of what earnings are left 
following the first deduction. The only priority given between 
Attachments’s is the date in which the order to the em
copy of the order to the employer will also be issued to the debtor to 
advice that an Attachment of Earnings Order has been requested. 

• All attachment of earnings will be monitored on a regular basis depending 
on the frequency of payment to ensure that payments are received on 
time. 

The service of the attachment of earnings order gives the following duties 
and pow

each deduction made 

• The employer must notify the debtor of all d

• The employer must advise the council wi
order, if the debtor is no longer in their employment or within 14 days 
of the day he ceases to be in their employment 
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• The debtor must notify the council of a change in their earnings or 
deductions 

d 
ld 

employment 
Off c
 

• Both the employer and debtor are liable for fines if the above regulations 
are not complied with: 

• The debtor should advise a new employer of any unfinishe
attachment which had previously been in place at their o

en es 

 The employer may be fined for: 

• Failure to comply with the order – level 3 fine  (maximum of £1,000) 

 of £1,000) • Supplying false information – level 3 fine (maximum

• Failing to give all notifications required – level 2 fine (maximum of 
£500) 

 
The debtor may be fined for: 

• Supplying false information  - level 3 fine (maximum of £1,000) 

supply information  - level 2 fine (maximum of £500) 

se the employer to cease deductions immediately. 
o The council makes an order, which discharges the attachment of 

earnings order. The council must advise the debtor and the 
employer. 

 

The taxpayer is made aware that the only way the attachment will be withdrawn 

y be the case that if an income  & expenditure form 

• Failing to 
 

• An attachment of earnings will cease when: 
o The deductions have paid the sum outstanding in full. 
o Full payment by another means has been received. The council 

must advi

If any changes are made to the individual liability order under the attachment of 
earnings order then the employer will be notified immediately by phone call and 
then confirm by letter or fax.  These changes could be i.e. adjustment to account 
and direct payment made by taxpayer. 

by the Council is by paying in full. 
If two attachment of earnings orders are set up and the taxpayer is suffering from 
financial hardship, then it ma
is completed then it may be considered by the recovery & enforcement officer to 
only implement one order at time. (This would only be considered in extreme 
cases i.e. mortgage repossession).  
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1. Attachment of Benefits 

• The DWP have their own rules regarding the total amount of deductions 

• An attachment of benefits can only be set up for those on IS or JSA who 

 to the DWP will be made in writing by the council and will 
 to be paid.  A notice will be issued by the DWP to the 

debtor to make them aware of these deductions to be collected via their 
benefit. 

• An attachment of benefits will cease when: 

The debtor ceases to claim IS or JSA or 

 
 
 
 
 
 
 
 

 

 
 

1
 

• On obtaining information that a taxpayer is on either Job Seekers 
Allowance (JSA) or Income Support (IS), the council may consider 
applying to the Department for Work and Pensions (DWP) for an 
attachment of benefits. This attachment deducts a prescribed amount from 
the debtor’s JSA or IS. 

that can be made from any one person’s JSA or IS. Deductions for fuel, 
water and rent arrears take priority over Council Tax. 

• As the rate of deduction is low it is preferable to obtain a payment 
arrangement direct with the taxpayer to clear the debt if possible. 

have a liability order against them. No other benefits can be attached. 

• An attachment can only be set up where the benefit claimant’s name 
appears on the liability order. 

• An application
detail the sum

 

• The sum payable has been made in full or 
• 

• Other attachments with a higher priority have been introduced 
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12
 

• 
cil, then an attachment of allowances may be set 

• 

 

• An attachment of allowances will cease when: 

• The sum payable has been paid in full 

• The debtor ceases to be a member of the council 
 

• This method would only be used if the arrangement offered by the 
taxpayer payer was less that we would get on attachment to their 
allowances.  In some cases the amount that a member receives in 
allo
per

 
estrictions on Voting 

• If a member’s Council Tax account is at least 2 months in arrears, then the 
member must refrain from voting at certain meetings (e.g. meetings 
discussing budget requirements and Council Tax amounts). The member 

 
 

13. 
 
Provided the magistrates court has made one or more libaility orders for Council 
Tax
the ord
court f
 
Thi
Thi c
concer
 
Un t
someo
registe

. Attachment of Allowances 

Where a liability order has been obtained against an elected member of 
Rochford District Coun
up.  

The sum of 40% of these member’s allowances is attachable. These 
deductions will be paid straight in to the member’s Council Tax account. 

wances would be insufficient to discharge the debt within a reasonable 
iod of time. 

R

is allowed to be present at such meetings, but must declare that he is 
unable to vote.  

Charging Order 

, and the amount outstanding in respect of the order, or the combined total of 
er, is at least £1,000, the authority can make an application to the county 

or an charging order. 

s would only be an option where the taxpayer was the owner of a property .  
s an be verified by conducting a land registry search on the property 

ned. 

for unately not all properties appear on the land registry.  For example if 
ne has owned a property prior to the date that property started to be 
red then it will not be shown. 
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 The due amount will be the aggregate of the amount outstanding under the 
libaility order plus a sum equal to the costs of reasonably incurred by the 

ing order. 

 c
circ
circum
unduly
design
court t
when the charge is to become enforceable or as to other matters. 
 
A charge imposed by the charging order is enforceable in the same courts and in 
the same manner as an equitable charge created by the debtor. The court may at 
any m
ord w
order d
 
(The Lan C n Act 1925 apply in 
relation to h ers of writs issued or 
made for t  
 
Registratio f
Application e
 
 
14

• 
now in liquidation.  

 

• Ban u

applicant in obtaining the charg
 
In de iding whether to make a charging order, the court must consider all the 

umstances of the case and, in particular, evidence before it as to the personal 
stances of the debtor, and whether any other person would be likely to be 
 prejudiced by making the order.  A charging order must specify the 
ated dwelling concerned and the interest held beneficially in it, and, as the 
hinks fit, my be made absolutely or subject to conditions as to the time 

 ti e, on the application of the debtor, the authority on whose application the 
er as made or any person interested in the designated dwelling, make an 

ischarging or varying the charging order. 

d harges Act 1972 and the Land Registratio
 c arging orders as they apply in relation to ord
he purpose of enforcing judgements. 

n ee £30 
 f e £50 

. Insolvency 
 

‘Insolvency’ refers to individuals who have been declared bankrupt and to 
limited companies, which are 

kr ptcy – when a person is declared bankrupt, the court has 
rec n
assets (such as car, house) are plac
trus a
indi d
 

• Liquida

og ised that this person is unable to pay their debts. The bankrupt’s 
ed into a trust. The proceeds of this 

t re then distributed among the different creditors. Generally, an 
vi ual is discharged from their bankruptcy after three years. 

tion – when a company is unable to pay its creditors and is no 
longer making a profit, the company (or one of the creditors) will apply to 

ompany 
are placed into a trust. The proceeds of this trust are then distributed 
among the creditors. This company is not allowed to trade again.  

the county court for a winding-up order, which places this limited company 
in to liquidation. Once in liquidation all assets belonging to the c
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• For the purposes of collecting Council Tax, insolvency can be used as a 
method of enforcement. The council can apply to a county court for the 
liable person to be declared bankrupt (if an individual) or put in liquidation 
(if a limited company) 

• To proceed through court, the debtor must owe the council a minimum of 
£750.00. Rochford District Council will issue a ‘statutory demand notice’ to 
the debtor demanding the outstanding sum. If this sum is not paid within 
21 days, an application will be made to the county court for the debtor to 
be declared insolvent. 

• Only the Council Tax due as at the date of the insolvency are included in 
the bankruptcy or liquidation. Further Council Tax liability after the 
insolvency will revert back to the responsibility of the liable person. 

• The debt that is covered by the bankruptcy order or liquidation will be 
included within the ‘non preferential creditors’. There are three classes of 
creditors: 

o Secured Creditors (such as banks) 
o Preferential Creditors (such as Inland Revenue) 
o Non-preferential Creditors – also known as unsecured creditors (all 

other debts, including Council Tax) 
 

• Each creditor will be placed in to a ‘class’. Each creditor within a class will 
rank equally for the same share of the total amount of money available for 
distribution to their class, whatever the size of the debt. 

• Council Tax is always placed in the non-preferential class, which receives 
the lowest dividends. In some cases, no dividends are issued for non-
preferential creditors because there are not enough proceeds in the trust.  

•  the event of bankruptcy or winding-up proceedings, no other recovery 

• 

• 
a.  Where 

• n account is in arrears and there is not another liable person then 

• 

In
action can be taken. 

The insolvency services send the Council notification of any person who 
has been made bankrupt. 

Where the Council receive such a notification the Council Tax records are 
checked to see if they are liable to pay at the address in out are
they are their account is checked.  Where their account is up to date then 
not further action is required. 

 and If a
a proof of debt form would be submitted to the official receiver along with a 
copy of the original demand or adjustment notice in support of our claim. 

In the unlikely event that a dividend will be paid the sum of our claim will 
automatically be written off. Any amount paid to the authority under this 
dividend can be written back. 
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15. 

• Rochford District Council may refer a liability order to a bailiff for collection. 

hen to contact us to make an 

• The a e away a debtor’s possessions 
and e ay off a debt. This process is 
kno

• A notice will be issued at least 14 days before levying distress is 
attempted. This notice will include information on the following: 

ll 
payment is not made, and that distress will incur further costs 

• Provide a statement of prescribed bailiff fees 

• If full payment is not received, distress will proceed. 
 

• The person levying distress: 

• Must be a certificated bailiff 

• Can be an employee of the council or a private firm of bailiffs 

• Must carry written authorisation that they can act on behalf of the 
council 

• Must hand to the debtor, or leave at the premises where distress has 
f 
 

• Before any possession is signed, or removal is undertaken, each bailiff will 
ensure they conduct themselves in a consistent and fair manner. 

 

 

Bailiffs/Distress 
 

This would be for any balances over the amount of £40.00. If this is the 
next action for an amount below this figure then an individual letter would 
be sent the charge payer to advise t
arrangement to discharge this figure direct with the Council to avoid further 
costs being added to the account. 

 b iliff will have the legal power to tak
 s ll them at an auction in order to p
wn as Distress.  

• A liability order has been made 

• The amount outstanding on the liability order 

• Provide a warning that collection by bailiff may be attempted if fu

• Provide the name and address of the billing authority 
 

been levied, a copy of the regulations and schedule of fees, the sum o
outstanding debt, and a copy of any close or walking possession
entered into. 
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• ailiffs collecting Council Tax arrears have the following powers: 

 
 

• Certain goods are protected from distrait. These goods include tools, 

• ts and fees for the activities performed 
these charges will be agreed with the council. The debtor is liable to pay 
these. 

• If full payment has not been received following visits and further notices 
from the bailiff, the goods will be removed for sale at auction. The sale 
should not take place until at least five days after the removal of goods, to 
allow the debtor time to make full payment. Goods which are sold at 
auction incur further costs, and usually only represent a fraction of the 
goods’ replacement value.  

B

1) r a property peacefully through an
unlocked door or through an open window. They can not brea

 A bailiff has the right to ente
k

in by forcing open a locked door or closed window 
2) rder to gain entry in to a property  Bailiffs cannot obtain a court o
3) A debtor cannot be sent to prison simply for refusing entry in to a

property 
‘Constructive Distress’ is not4)  allowed. This is where the bailif f
who cannot gain entry will simply look through a window to levy
upon goods 
If a bailiff is abl5) e to gain peaceful entry, then they are entitled to
search any room within tha

6) the
en the occupier has no power to

remove that consent or refuse permission 
7) Once inside a property, a bailiff can force open any inner door,

locked drawers or cupboards. This principle applies to the
debtor’s home, or any other building where the debtor’s goods
a

) 

t property. the bailiff can not be
considered a trespasser 

 Once peaceful entry has been gained , with or without 
consent of the occupier, th

re located 
8 A bailiff cannot levy upon goods that have already been levied

upon (e.g. a debtor has already signed a walking possession
against a television for a different debt. A Council Tax bailiff
cannot then levy upon the same television) 

books, vehicles and other items necessary for the debtor’s use in their 
trade or business (e.g. a car for a taxi-driver, or a computer for a self-
employed person). They also include household provisions for the basic 
domestic needs of the family (e.g. beds, clothing, oven, fridge). 

The bailiff is entitled to charge cos
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• If the sale does take place, it is essential that the best possible price is 
obtained for the goods. If the sale exceeds the debt, the debtor will be paid 
the difference. If the sale does not clear the debt, the proceeds must be 
allocated to clear the auctioneers and bailiff fees first. 

 
 

• 
the debtor, or the debtor simply has not 

• 

le to gain access’ 

le to make contact’ 

• ‘Insufficient goods or chattels to levy upon’ 

• The
It m annot be 
und
ord

 

• If there
to liabi r e mail immediately. 

 

• The bailiff would also contact us prior to removal of goods or cars to 
con m
rem

 

• Once they are at the property and if the debtor disputes any of the actions 
ery & 

 

In some cases, the bailiff’s will be unable to collect the debt because they 
have failed to make contact with 
got the money or goods to pay the debt. 

The bailiff will, in these cases, refer these debts back to Rochford District 
Council marked ‘Nulla Bonna’ with the following reasons: 

• ‘No effects – unab

• ‘No effects – unab

 
 council will then need to decide the next course of enforcement action. 
ust be noted that the action of ‘committal to prison’ c

ertaken without a Nulla Bonna having been issued against a liability 
er. 

 are any changes to the account i.e. direct payment of amendment 
lity the bailiff will be notified by telephone o

 

• Our bailiff abide by our code and conduct and would contact us 
immediately with regards to any complex cases i.e. a vunerable person, 
elderly of financial hardship. 

fir  that no recent changes have been made to the account prior to 
oval. 

prior to removal they could be advised to contact the Recov
Enforcement officer (or Assistant Manager (revenues) in her absence in 
relation to any query they may have on the removal of the goods/vehicle. 
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Pre Committal letter 16. 
• A letter is sent to the charge payer to 

make them a ware that the liability order issued to the Council’s bailiff has 

• 

• 
 further opportunity to pay or 

make an arrangement prior the  issue of a committal  summons which will 
incur further costs. 

Committal action can be seen as the 
last resort so every effort will be made to obtain a payment arrangement at 

• At this stage the threat of being 

ly they have not been in communication with the Council. 

 
17. 

 
• 

iled above as this is a last resort of 
collection. 

• A Committal summons complaint is dealt in the same manner as a 
Summons, however the Court are given a copy of the committal summons 

 the visiting officer will sign a book as confirmation 

• 

 

been returned endorsed “Insufficient goods or chattels to levy upon”.  
The letter advises that unless payment 

in full is made or a payment arrangement is made within 10 days of the 
date of the letter then a committal summons will be issued for the taxpayer 
to attend the magistrates court when a means inquiry will be held. 

 The reason for this extra stage in the 
recovery procedure is to afford the tax payer a

• 

this stage of obtain details of employment/benefits  to enable an 
attachment to be implemented. 

committed to prison may result in contact from the taxpayer where 
previous

 

Committal to Prison 
 

A committal summons will only be issued if the authority has exhausted 
every avenue of collection as deta

giving details of the forthcoming hearing. 
• All committal summons are hand delivered within the district by the visiting 

officer. Once delivered
of postage this gives the exact date the committal summons was left at the 
address. Alternatively if the charge payer lives out of the area they would 
be sent by recorded delivery post. 
At the hearing this proof of posting is given as evidence of delivery of the 
summons. 

• Where other enforcement options have been unsuccessful Rochford 
District Council will apply to the magistrates’ court for the committal to 
prison of the debtor. 
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• Before attempting committal proceedings, the council must have attempted 
to use distress and hold a valid Nulla Bonna. 

 

• If the debtor attends the hearing and it is establish that they are working or 
on income support then the hearing would not proceed. The proceedings 

• mmons the debtor to a hearing to enquire as to their 
financial means. This is called the ‘means enquiry hearing’. The court must 
ecide, based on each of the debtor’s own financial means, whether the 

due to the debtor’s: 

• Wilful Refusal or 
 Neglect 

 

ebt) (which means the council must write off 
the full amount, or amount specified by the magistrate) or 

o Impose a term of imprisonment with immediate effect, for a maximum 
of three months or 

o Suspend the committal to prison pending the debtor paying a payment 
arrangement imposed by the court. If the debtor fails to make 
payment, they will be summonsed again. 

 

• 

also referred to as an arrest warrant. 

d 
n 

or 
ll be escorted immediately to stand before the magistrates in a 

Essex police currently executes all wa

 

• prison, no further enforcement 
action will occur and the debt is written off. If the whole amount 

would be withdrawn so that the authority could take the relevant 
deductions from the attachment. 

The court will su

d
non-payment of Council Tax is 

• Culpable

• Where either has been found, the court has the power to: 
o Remit (all or part of the d

If a person ignores the summons for the means enquiry hearing, a warrant 
will be issued for arrest with or without bail. A summons in committals is 

• An arrest warrant ‘with bail’ will advise the debtor of the date, time an
place of the next means enquiry hearing, and trust that they will the
appear.  

• An arrest warrant ‘without bail’ will be issued in person to the debt
who wi
means enquiry hearing.  

 
rrants of arrest obtained at the court. 

• Where the debt has been remitted, the council will write off all or part of the 
debt, according to the magistrates’ instructions.  

Where a person has been committed to 
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outstanding is paid whilst the debtor is in prison, they should be released 
immediately. If part of the debt is paid whilst the debtor is in prison, then 
their sentence is reduced on a proportionate basis. 

 

• 

 

gistrates’ court for a further 

 
 

7. Tracing 

 

• If account is still live the account must be closed prior to being passed for 

 
• A hold is put on the account to prevent further recovery action, and diary 

 
• Check house file/documents held on Comino to obtain as much 

nt 
details, relative’s addresses etc. 

at 
another property in our area. 

int 
DC and Basildon DC. 

Fraud Network to see if they have any further details of the whereabouts 
of the charge payer. If this is unsuccessful then and the balance is under 

Where a payment arrangement had been made in a means enquiry, the 
council will monitor that payments are being made in accordance with the 
arrangement. When full payment has been received, the council will advise
the magistrates’ court. If the debtor does not keep to the payment 
arrangement, the council will apply to the ma
arrest warrant so that the debtor may stand before the magistrates to 
answer why payments have not been made. 

1
 

• Tracing enquiries are usually generated by returned post endorsed ‘gone
away’ or ‘addressee unknown’ etc. 

 

tracing. 

NFAK to monitor on a monthly basis. 

information as possible, e.g. contact telephone numbers, employme

 
• Check the authorities electoral register in case debtor has registered 

 
• Check with other local authorities in Essex e.g. Southend BC, Castle Po

 
• Where the debit is over £40.00 details will be faxed to the National Anti-

£250.00 then the debt will be passed for write off.  
 

• If debt is over £250.00 then it is send to a further Tracing Agent DMS to 
attempt to find debtor’s present address. 

 
• DMS will only charge for successful cases. 
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• We also have the opportunity to request land searches to establish the 
owner of a property to see is they is have an interest the individual 
address. 

 
• We also check on experian to see if any details can be found. 

 
• We also have the facility to check other databases within the authority, 

which may hold further information on the individual, which may help us to 
trace the debtor. 

 
•  

18.  Small Balances and Write offs 
 
 
Balances under £10 
 

• Where the taxpayer is still resident and liable for council tax: 
 

� Debit balances under £1.00 
 

� The adjustment notice must be despatched. A report is produced from 
the academy system on a monthly basis and these accounts are then 
made the subject of a bulk write off report. 

 
 
 

� Debit balances between £1.01 and £10.00 
 

� System generated recovery action, generally, is only taken for debts of 
£30 and over.  

 
• In these cases the Recovery Team will write to the taxpayers, reminding 

them that the debt is still outstanding. These cases will be diaried and 
checked for payment.  

• If unable to locate debtor
be prepared. 

 
• A write off template is held on Comino.. This has to be completed with the 

Council Tax account number, name and address of taxpayer and amount 
of the debt to be written off. 

• There is also a section for details which needs to be completed with 
specific information of the case with reasons as to why the debt should be 
written of eg. unable to trace the debtor, uneconomical to pursue and 
bankruptcy. 

 despite all attempts to trace, a write off report will 



 

- 200 - 

• If debtor is traced after the balance on their account has been written off, a 
reinstatement report is required to re-instate the debt and continue with 
recovery action. 

ll be put on the 
account note pad and a diary code for a future date of three months will be 
added to the account. (Once this debt is written off the diary code will be 

lete it is then passed to the 
Recovery & Enforcement officer to be agreed. 

usiness Support 
team.  All write offs are collated and entered onto a spread sheet and 
passed to the Corporate Director (External Services) in accordance with 
the write off timetable: 

 
Write off report to Director      Signed Report returned              write off actioned 
                                                     To section       
   
30th April    15th May    end May 
 
30th June    15th July    end July 
 
31st August    15th September   end Sept 
 
31st October    15th November   end Nov 
 
31st December   15th January    end Jan 
 
28th February    15th  March    end March 
 
 
The Corporate Director has delegated powers to write off any debt up to £5,000. 
Debts between £5,000 and £15,000 need to be referred by the Corporate Director 
to the Leader of the Council before being agreed for write off. 
Debts over £15,000 must be referred to Policy and Finance Committee of the 
Council for approval to be written off.

• Once a write off report has been submitted a note wi

removed by the person who actions the write off on the academy system) 

• Once a write off report has been comp

• The write off report is then passed to a member of the B



 

Revenues and Benefits 
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.0 Overview 

1.1 ombined the provision of 
Housing and Council Tax Benefit with its Revenues Service in a combined 

1.2 The policies and procedures set out in this documents are intended to ensure 
that the service provided is in line with the Housing and Council Tax Benefit 

 
1.3     

2. 

• A shortened claim form as provided by the Pension Service. 

2.3 

 

 

 (if there is one) identity and 

ary to remedy the situation.  

2.6 The claimant will be allowed 28 days in which to provide the missing 
information.  If a full reply has not been received after 14 days a reminder 

1
 

Since April 2003 Rochford District Council has c

Revenues and Benefits Service. 
 

 

Regulations and also the Verification Framework. 

 The Head of Revenues &Housing and Members endorses the policy and          
associated procedures. 
 
 
New claims 

 
2.1 All new claims must be received at one of the Councils designated offices, 

either The Council Offices, Rochford or the Civic Suite, Rayleigh, in a 
proscribed form. 

 
2.2 Claims are accepted only when made on one of the following  
 

• The Councils own claim form 
• A claim form of another Local Authority 
• An HCTB1 provided by the DWP 

 
If a claim is received in any other form the applicant will be invited to complete 
one of our own application forms. 

 
2.4 On receipt of an accepted application form checks will be carried out to ensure

that the following has been done/provided: 

• The claim form has been completed fully. 
• Evidence of the claimant and partner’s

National Insurance Number has been provided. 
• Evidence of residency, income, savings and rent (if appropriate) has 

been provided. 
 
2.5 If the claim is defective the claimant will be written to within seven days of its 

receipt and informed what action is necess
 



 

2.7 will be sent.  If after a further 14 days a full reply has still not been received the 
claim will be decided using ‘adverse inference’. 

 
.8 Whilst efforts are made to ensure that all information is requested at this time, 

occasionally it may be necessary for a further enquiry to be made.  In these 
instances a further 28-day period will be allowed. 

 

2.9 ‘Ad r sidered to 
be such that they will not qualify for benefit. 

 
.10 Claims from all Private Tenants will be re

of receipt of all necessary information (proof of liability, rent and occupation), 
unless exempt from this process. 

Tenants with regulated tenancies (those commenced before 15/1/89) 

 Bail Hostels 
• RSL tenants, unless the accommodation is considered unreasonably 

large or the rent unreasonably high. 
 to a new owner under either 

the Housing Act 1985 or the Housing Act 1988. 
 
2.12 If a Private Tenant is unable to provide all necessary information and the delay 

is not of their making the Council will consider awarding a payment on account. 
 
2.13 A decision will be made regarding entitlem

the final item from the claimant. 

.14 This decision will be calculated using the council’s benefits computer software, 

.15 onday following the date the claim was 
received at the designated office unless one of the following criteria has been 

 week as liability began, in which 
case benefit commences from the start of liability. 

 
• The claim was received within 4 weeks of Income Support, Job Seekers 

Allowance (income based) or Pension Credit being claimed, in which case 
benefit commences from the Monday following this date. 

• The claim was received within 4 weeks of liability beginning and the claimant is 
enti d ences from the start 
of li il

2

 
ve se Inference’ means that the claimant’s circumstances are con

2 ferred to the Rent Officer within 3 days 

 
  
2.11 Those claims exempt are – 
 

• 
• Housing Action Trust lettings 
•

• Former LA stock that has been transferred

ent within 14 days of the receipt of 

 
 
2

provided by Academy. 
 

Awards will be commenced from the M2

met 
 

• The claim was made within the same benefit

 

tle  to Income Support, JSA(IB) or PC the claim comm
ab ity. 
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• If the claimant or partner is over 60, then 52 weeks prior to the date the claim is 
received, or the 60 birthday, whichever is later. 

 
• If a successful backdate request has been made, the date that the claim has 

 
 
2.16 a 

 claimant has 
shown continual good cause throughout the period in question for not having 

n 
e 

 

 
2.18 
 
2.19 

kly payments or unequal monthly instalments. 

 

 
2.21 landlord 

either when the claimant requests it, or we are informed that they are eight 

 
2.22 s of entitlement being 

decided and will be made either in the form of a crossed cheque or by BACS. 

2.23 

 

 
g any disregards. 

• The capital used in the assessment and any tariff income 

 

been backdated to. 

If the claimant requests that their claim is backdated this will be considered by 
suitably experienced and trained officer.  They will consider if the

been able to apply sooner.  The decision and reasoning will be recorded on a
Officer Review Decision form to be kept in the file.  The claimant will then b
written to and informed of the decision together with their rights to request a 
review/appeal as laid out in the departments appeals policy. 

 
2.17 Payment of Council Tax Benefit will be made via credit to the Council Tax 

Account, from the start of entitlement to the end of the current financial year, 
unless it is clear that entitlement will stop prior to this. 

Rent Rebate will be credited to the claimants rent account, weekly in arrears. 

Rent Allowance will be paid fortnightly in arrears, when paid directly to the 
claimant, unless it is considered to be in the tenant’s interest to be paid by 
equal wee

 
2.20 If the claimants entitlement is less than £1.00 payment may be made every six 

months, where it is between £1.00 and £2.00 payment can be made at intervals 
of greater than 1 month, when the claimant has given their consent. 

Payment will be made four weekly in arrears directly to the claimants 

weeks or more in arrears, or it is considered to be in the claimants best 
interests.  However, if the landlord is considered not to be a fit and proper 
person, then direct payment can be refused. 

The first payment will always be issued within 7 day

 
The claimant will be written to on the day the decision is made and informed of 
their entitlement.  The letter will include –  

• The amount of benefit awarded. 
 
• The date’s benefit has been awarded for 

• The income used in the assessment, includin
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2.24 

 

 

 

 

decision. 
 

 
 
3. 

 
 
3.1 
 

 

 

 

 
• The eligible rent and council Tax liability used in the assessment. 

• The level of taper used. 
 

• The claimants’ duties to report all changes of circumstances. 

• The claimant’s rights to ask for further information about the  

• Decision and their right to dispute/appeal if they believe it is wrong 

• How payment will be made. 

When payment is made to a landlord a letter is also issued to them and will 
include the following information – 

• The name and address of the claimant. 
 
• The amount of benefit awarded. 

• The period benefit has been awarded for 

• The landlord’s duty to report any change of circumstances they become 
aware of. 

• Their right to request further information, dispute or appeal against a 

• Their liability to repay overpaid benefit. 

Guidance on Section 1(1A) and 1(1B) of the Social Security (Administration) 
Act 1992 

The guidance in this section applies to all HB/CTB claims associated with:  
 

• Pension Credit and, 
 
• Where a HB/CTB claim has been made via Customer Management 

System (CMS) to either 

• Income Support (IS) 

• Income-based Jobseeker’s Allowance (JSA(IB)); 

• Contribution-based Jobseeker’s Allowance (JSA(Cont)); 
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3.2 

nsion Credit. 
 
3

 
3.4 On the basis of legal advice we have received, it has been decided that where 

n 19 requirement has been met 
for the relevant DWP administered benefit, it can be treated as also being met 
for the purpose of HB/CTB.  For claims to HB/CTB made via CMS in 
association with JSA(Cont) and IB, any partner’s NINO and identity may still 

dependants’ allowance for JSA(Cont) or IB has not been 
claimed. 

3.5 n 

l help 
thorities by not duplicating action already taken by DWP 

for HB/CTB claims associated with DWP benefits as outlined above. 
 
3.6 out Section 19 verification checks is contained in 

he 
t 
 

 
3.7 Since 6 September 1999, there has been a legislative requirement for anybody 

making a claim for HB to CTB to either state their National Insurance Number 
 traced or 

 
 

t is 
is 
e 

 

• Incapacity Benefit. 

This section explains the Department’s view concerning the requirements of 
Section 1(1A) and 1(1B) of the Social Security (Administration) Act 1992 
(commonly referred to Section 19) checks for Housing Benefit (HB) and Council 
Tax Benefit (CTB) claims associated with claims for Department for Work and 
Pensions (DWP) administered benefits, including Pe

.3 Both The Pension Service and Jobcentre Plus will carry out checks to confirm 
whether or not the customer and partner included in a claim has satisfied the 
requirements of Section 1(1A) and 1(1B) of the Social Security (Administration) 
Act 1992 (commonly known as Section 19) for the purposes of DWP benefits. 

a claim for HB/CTB is made in association with Pension Credit, or via CMS in 
association with IS, JSA and IB, the local authorities can choose to accept the 
Secretary of State’s assurance that if the Sectio

need to be verified if 

 
The proposals were put to the Local Authority Association representatives o
the DWP/Local Authority Association (LAA) Steering Group meeting in August 
2003.  If the local authorities choose to follow the new guidance, it wil
ease the burden on au

Guidance on carrying 
Section 9 of the Verification Framework (VF) Manual.  The will not apply if t
Secretary of State’s assurance that the Section 19 requirement has been me
(e.g. where Income Support is claimed, the Council will not need to verify
income details as these already have been done).  

(NINO) or to provide sufficient information or evidence for one to be
allocated.  Where a claimant states their NINO they are also required to provide
evidence or information that the NINO was allocated to them (Section 1(1A)
and (1B) of the Social Security Administration Act 1992).  This requiremen
sometimes referred to as “Section 19 of the SSA (Fraud) Act 1997.  Th
legislative requirement also applies in the case of a partner for whom th
claimant is required to provide similar information. 
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er 

e and associated effects on HB/CTB claims. 
 authorities’     

satisfy itself that the requirements of Section 19 have 
been met. The award of a Pension Credit and the Assessed Income Figure 
(AIF) will be notified to the local authority. The authority must use the AIF to 
ass  oose to 
accept the Section 19 requirement carried out by the Pension Service as 
hav  edit 
Han o tion 
to local

 
3.10 The int r Management System will also have an impact 

on th y element of the new 
Job n  interactive, electronic 
claims process for working age customers. Where a new claim is made for 
IS/JSA/IB claim details will also be taken for HB/CTB. Jobcentre Plus staff will 

) 
INO 

cal Authority if 
S 
re 
n 

egarding further roll out are under review. CMS processes are 
detailed in the LA Guide to CMS which will shortly be available on the website. 

 
3.11 Leg a local authority can make a decision as to whether or 

not e identity are sufficient for the purpose of 
meeting the Requirements of Section 19 for HB/CTB. The level of evidence an 
authority is prepared to accept is a matter for the authority. The authority may 

s 

HC/CTB 
r level of evidence is judged to be sufficient will be a matter to 

be decided only by the local authority. 
 
3.12 Whe  he Secretary of State’s assurance that Section 

19 has been satisfied for Pension Credit or CMS claims, a clear audit trail will 
need to be kept. Local authorities will need to consider each case on an 
individual basis and keep an audit trail to document how they have arrived at 
thei e has been satisfactorily met for HB/CTB 
claim. The documentation should include, as appropriate, at least one of the 
following notifications: The CMS input document form Jobcentre Plus, a clerical 

 
g 

3.8 The creation of The Pension Service and the introduction of the Custom
Management System (CMS) within Jobcentre Plus has caused us to reconsider 
the current procedures in plac

3.9 The implementation of Pension Credit has an impact on
administration of HB/CTB. Whilst considering entitlement for Pension Credit, 
The Pension Service will 

ess the HB/CTB claim. In these cases, local authorities may ch

ing been satisfied for HB/CTB claims also. The HB/CTB Pension Cr
db ok, available on the DWP website, details of the process of notifica

 authorities. 

roduction of the custome
au orities’ administration of HB/CTB. CMS is a ke
ce tre Plus service. It will provide an integrated,

satisfy themselves that Section 19 requirements have been met for the claimant 
and the partner where appropriate for the purpose of IS, JSA (IB), JSA (CB
and IB. However, for JSA(C) and IB claims made via CMS, any partner’s N
and identity may still need to be independently verified by the Lo
dependants’ allowance has not been claimed. The input document for CM
sent to the local authority will indicate whether Section 19 requirements a
satisfied for HB/CTB claims. At present, only one Jobcentre Plus site is live o
CMS. Decisions r

al dvice is that only a 
th  evidence of a NI NO and 

choose to accept photocopied documents provided by the Secretary of State a
sufficient evidence for the purpose of Section 19 requirements. It may choose 
to accept the  Secretary of State’s word that Section 19 requirement has been 
met for the purpose of DWP administered benefits as sufficient for the 
claims. Whateve

re a local authority is using t

r d cision to accept that Section 19 

CMS notification from Jobcentre Plus, notification of the AIF from the Pension
Service, Pension Credit award ETD notification, or a clerical notification relatin
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ncies 
ason for doubt, the local authority should make 

further checks. 

Auditors and the Benefit Fraud Inspectorate (BFI) have confirmed that they are 
inistered in this way. DWP Jobcentre 

le for ensuring that the Section 19 

rcular applies only to HB/CTB claims 

3.15 

 
 
 

4  
 
.1 , and Section 19 of the Social Security 

4.3 
formation from the customer to establish an overall picture of their 

background does this. The information gathered can then be checked to 

4.4 

to Pension credit from the Pension Service. In any case where inconsiste
are identified or there is a re

 
3.13 

content that HB/CTB claims can be adm
Plus and the Pension Service are responsib
verification requirement is met for DWP benefits. The Benefit Fraud 
Inspectorate will monitor and report on Jobcentre Plus and the Pension Service 
to make certain that the standards are maintained. 

 
3.14 The guidance on carrying out Section 19 verification checks as per Section 9 of 

the VF manual remains in place for all other HB/CTB claims. The wider 
implications for applying this guidance to other HB/CTB claims are under 
consideration. The guidance in this ci
associated with Pension Credit and those made via CMS. 

 
The new guidance has been in place for CMS related cases since July 2003 
when the first Jobcentre Plus site implemented it. For Pension Credit cases, 
this guidance is effective from 6 October 2003. 

Establishing identity. 

Under the Verification Framework (VF)4
Administration (Fraud) Act 1997, we are required to verify a person’s identity 
before making payments of benefit. However, there may be some cases where 
the customer does not have sufficient documentary evidence available to 
support their identity. 

 
4.2 In these situations it will be necessary to interview the customer to help them to 

establish their identity. 
The interviewer needs to be satisfied that the customer’s identity is genuine. 
Gathering in

confirm their identity. 
These interviews should not be conducted in cases where fraud is suspected. 
Any such cases should be referred to Revenues Investigation Department. 

entity. Reassure the customer about the purpose of 
the interview and explain that the council may decide that it is necessary to 

4.5 When carrying out the interview establish whether the customer has 
documents, either with them or at home, that can verify their identity. Once it is 
established that the customer is unable to provide sufficient acceptable I.D, 
advise them that you need establish details about their background that will 
help them confirm their id

check that the information they have given us is correct. 
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4.6 
section 

on the Identity Record sheet. 

customer does not have to provide sufficient evidence for any 

 

 some disaster – possibly a fire or flood that has 
destroyed the documents we are asking them to provide; 

 have moved a long distance and are unable to travel back to 

ey have recently arrived from abroad as refugees or illegal entrants. 
 
4.8 In these circumstances the customer may be suffering considerable stress or 

anxiety and it is therefore important that the interview should be carried out 
sensitively, fairly and without pre-judgement by the interviewer.  

4.9 The Identity Interview Record sheet should be completed as fully as possible, 
making allowances for the fact that most people will not be able to remember 

 

se this space to record 
any additional information that the customer tells you that may be used to verify 

 

• Homeless Persons Unit; 

• Home Office; 

• Other official Government body 
 
4.11 At the end of the interview you must read the statement back to the customer, 

check that they fully understand and agree with it and ask them to sign it. The 

It is important to establish why the customer cannot provide evidence of their 
identity and those reasons should be clearly recorded in the appropriate 

4.7 When interviewing it is important to consider all of the customer’s 
circumstances. A 
of the following reasons: 

• They have had to leave their home in a hurry – possible due to 
domestic violence; 

• They have suffered

• They
collect the documents; 

• They have recently had their belongings stolen; 

• Th

exact dates etc. the form asks the customer (and partner if applicable) for the 
following details: 

• Last 2 addresses; 

• Doctors name and address; 

• Last school attended. 
4.10 There is also a box marked “other details”. You may u

their background and identity. Examples of these additional sources of 
information are: 

• Social Worker; 
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interview sheet should then be counter signed, attached to the claim and 
passed through to the office. 

5 Evidence accepted in accordance to VF 
 
5.1 This procedure is designed to help you understand the claim form and the 

evid c
 
5.2 Scr n ss of checking a claim form, to 

make sure the claimant has completed the claim form correctly, and making the 
dec t 
applica

5.3 This r ble documentary evidence for a 
claim to be determined. These are minimum standards that we use to comply 
with the Verification Framework. You should not accept anything less, before 
determining or re-determining a claim. However consideration must be made if 
it is reasonable to expect a claimant to provide the information within the time 
limits stated below, and whether a ‘Payment on account’ should be made in 
acc a Benefit (General) Regulations 1987, regulation 
91(1 (s t procedure). If you do make a decision on this 
clai th ts you must state your reason why on 
the  

.4 The Housing Benefit Regulation 73(1) and Council Tax Benefit regulation 63(1) 
also ta can ask for any document it is reasonable to 
exp t 

If y  a onable, you should speak to your team 
leader for clarification. The regulations also state that you should give a 
clai n ks to provide the relevant documentation that has 
been requested unless it is unreasonable for them to be able to do so within 
this r

 
5.6 This procedure now follows the amended claim form that will be in use from the 

Oct e th the 
claim fo

 
laimant 

e that the 
he 

 
5.8 ns 

y the 

 
 

en e the claimant needs to supply in support of their claim. 

ee ing is the name we give to the proce

ision as to what documentary evidence is required to support tha
tion. 

 
 p ocedure will tell you what is accepta

ord nce with the Housing 
) ee Payment on accoun

m at does not satisfy VF requiremen
VF tracking sheet. 

 
5

 s te that the Local Authority 
ec a claimant to provide. 

 
5.5 ou re unsure about what is reas

ma t a period of four wee

 pe iod. 

ob r 2003 section by section and should be used in conjunction wi
rm. 

5.7 All the sections of the claim form should be completed in full for the c
and partner if they have one. Each question that has a ‘Yes’ or ‘No’ box has to 
be completed. The only sections that can be left blank are thos
claimant has stated ‘No’ that this section does not apply to them or where t
application form directs. 

If the claim form has not been completed in full and quite clearly some sectio
have been missed either deliberately or in error, you should photocop
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. 

the registered claim 
should be noted. 

5.10 
efit.  It also invites the claimant to 

tick the relevant box with regards to whether they own or rent their home. 
 
5.10 The rest of the page gives you bullet points about what to do before completing 

this claim form for benefit. 
 
5.11 Not Use
 
.12 At the bottom of the page there is an area for “office use only”.  The pre-

ass s ll in 
this box

 
.13 The DWP have confirmed that where Income Support, Jobseeker’s Allowance 

(Inc e  
not nee  
can tie up the NINO and 
supplied with the information held on the RAT or by ringing the Benefits Agency 

 
5.14 

ss any entitlement to HB/CTB, we will 
not k
pensioner can still use our claim form to make their claim.  

 
5.15 Pag  

requ e
 
.16 Page 4 is all about the cl

5.17 The la
comple
following list, unless they are in receipt of any of the benefits mentioned in 

• Benefit Agency payment book/full award letter (current); 
 
• Birth Certificate; 

 

claim form and send the original form back to the claimant with an
accompanying letter requesting them to complete the missing sections

 
5.9 The photocopy should be put in the pending cupboard and 

 
Page one will show the claimant’s name and the address that they wish to 
claim Housing Benefit and Council Tax Ben

d 

5
es ment and the assessment officer as the claim progresses should fi

. 

5
om  Based), Incapacity Benefit or Pension Credit are in payment you do

d to get separate proof of the claimants ID and NINO. As long as you
identity stated on the form or on any documents 

this will be sufficient. 

We will from October 2003 be using the HCTB1 forms that we receive from the 
Pension Service for pensioners to asse

as  them to complete our form. If we do not receive the HCTB1 the 

es 2 and 3 are the notes pages for filling in the claim form and evidence 
ir d for National Insurance and identity. 

aimant and or their partner. 5
 

 c imant and their partner if they have stated they have one should 
te this section in full and provide at least one item of identity from the 

paragraph 7.13: 
 

• Adoption certificate; 
 
• Bank statement (dated within the last calendar month); 

 
 



 
• Certificate of em
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ployment in HM Forces/Merchant Navy; 

 
• 
 
• (signing on card); 

 

• 
• mber state; 
 

 
• 

 
• 

 

 
• 

 
• 

 

 

 
 from your current employer (dated within the last three 

months). 

National Insurance Number. If the item does not do this you must request more 

 a signing on card, therefore 
the National insurance Number that this shows cannot be supported. You 
would in this case ask for at least one more item to prove who this person is.  
You should also beware generally about hand written documentation. If you are 

 
• Divorce or annulment papers 

Driving licence; 

ES40 

• Home office standard acknowledgement letter (SAL 1 or 2); 
Identity card issued by the European Union (EU) or European  
Economic Area (EEA) me

• Letter from your solicitor, social worker, probation officer or the Inland 
Revenue; 

Life assurance or insurance policies; 

Marriage certificate; 

• Medical Card; 

National Identity Card; 

National Insurance number card; 
 

• P45 or P60; 
 

• Passport (current & valid); 

• Travel Pass with photograph; 
 

• UK residence permit; 

• Utility bill (gas, water or electricity bill) paid in your name for the last 
three months); 

• Wage slip

 
5.18 The item(s) should confirm not only the claimant’s identity but also their 

items of identity until you are happy that the identity given meets the 
requirements of Verification Framework and Section 19 (See Annexe 1 for a 
guide of what makes a good item of identity) An example where one item is not 
enough is when accepting a signing on card. A claimant does not have to 
provide any evidence of who they are to receive
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5.19 Page 5 is about dependant children who may live with you. 

5.20 firmed that they have dependant children living with them 
they must provide the following evidence to confirm that the children they have 

 
payment book (this must contain orders that have not 

been cashed); 

 A letter from the DWP stating that they pay Child Benefit into the 
ount the claimant 

receives); 
 

• Inland Revenue Child Benefit award letter (it must show the current 

 
• If the claimant is on Income Support or Jobseeker’s allowance (income 

vidence: 

• Disability Living Allowance payment book (this must contain orders that 
have not been cashed); 

• A letter from the Benefits Agency telling us that they will pay Disability 

 
iving Allowance award letter (it must show the current rates 

of benefit that the claimant will receive in the last four weeks before 

 
5.22 If they have answered “Yes” to the question ‘Do they have savings of £3000 or 

mor ”
two mo

5.23  Pag 6  you. If the answer is ‘Yes’ 
to this question then not only must they complete the section in full, 

unsure as to how much evidence is required please seek assistance from your 
team leader and always document what you have accepted and why. 

 
If a claimant has con

stated are part of the claimants household: 

• Child Benefit 

 
•

claimants bank account (this letter must show the am

rates of benefit the claimant has received in the last four weeks before 
the claim); 

based), it may be possible to cross check dependants with information 
on the RAT. 

 
5.21 If they have answered ‘Yes’ to the question that they receive Disability Living 

Allowance on behalf of their child they need to provide one of the following 
pieces of e

 

 

Living Allowance into the claimants bank account (it must show the 
amount they will receive); 

• Disability L

their claim). 

e? , then they must provide proof of these savings (for example their last 
nths bank statements or building society accounts). 

 
e  asks if there are any other people living with



 

but the claimant must also provide documentary evidence for the non-

 
to the question that the non-dependant is in 

receipt of either Income Support or Job Seekers Allowance (income 

 

a 
student.  The claimant will need to provide a full student loan or 

 
 If the non-dependant is on a Youth training scheme, then the claimant 

n-
y 
x 

 
5.24 If the c of the non-

dependants income then the highest deduction will be made if they are 
employed for 16 hours or more a week, the lowest if not.  If their employment 
stat  h

 
5.25 If on page 7 the claimant declares that they have a boarder or subtenant living 

with e
evidenc cludes food and 
heating etc.  It would be normal to accept a rent book as proof or a letter from 
the i
cross-c
housing benefit. 

5.27 If the claimant has declared that they are in receipt of Income Support, Job 
Seekers Allowance (income based) or the Pension Guarantee credit for them 
and their partner if they have one, you can confirm these details on the Remote 
Access Terminal, telephone the Benefits agency or Pension Service and 
complete the pro forma with confirmed details. 

 

dependant as follows: 

• If they have ticked ‘Yes’ 

based) the claimant should provide the non-dependant’s Benefit 
payment book or Benefit Agency award letter (giving the current rates of 
pay). 

• If they have ticked ‘Yes’ to the question that the non-dependant is 
working, then the claimant must provide the latest 5 weekly, 3 fortnightly 
or 2 monthly wage slips. 

 
• If they have ticked ‘Yes’ to the question that the non-dependant is 

maintenance grant award letter or student certificate. 

•
will need to supply us with notification letter from the employer to state 
this and to what dates the non-dependant is on the scheme. 

 
• If the non-dependant is severely mentally impaired then the claimant 

just needs to provide proof from the Benefit Agency that the no
dependant is receiving a benefit or an allowance for it.  Severel
mentally impaired non-dependants are disregarded for Council Ta
purposes, the claimant may therefore be able to claim a 25% discount. 

laimant cannot or will not provide documentary evidence 

us as not been declared then the highest deduction will be made.. 

 th m that they are charging rent, they must provide you with documentary 
e of the rent being charged and whether this figure in

cla mant who is letting out this room(s) in the property.  You can sometimes 
heck this information if the subtenant has submitted their own claim for 

 
5.26 Also on page 7 is the section regarding Income Support, Jobseeker’s 

Allowance and the guarantee Credit. 
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5.28 Finally on page 7 is the section about students. If the Claimant has ticked ‘Yes’ 
that they or their partner are a Student they should complete the section and 
send in a copy of their Student Loan certificate or a copy of their student grant. 

 
5.29 Pages gs of the 

claimant or partner. 
 
5.30 If the c  in paid employment the 

part of the section for employed earners must be completed in full and provide 
one  t

 
• If they are paid weekly, the last five wage slips; 

• 
 

• If they are paid monthly, the last two wage slips. 
 
5.31 If the c

with a ‘ their employer 
to complete and return. 

 
5.32 Please 

may not be acceptable, send a certificate of earnings in these cases. 
 
5.33 If th c

comple
followin

 
• self-employed certificate of earnings. 

e of the following, however it will depend on what types of 
pension they are: 

• 

 
• Their Private Pension payslip (most recent) 

 
•  within the last four weeks) showing the private 

pension being paid into their bank account 
 

8 and 9 of the claim form are all about the work and earnin

laimant or their partner, confirm that they are

 of he following: 

 
If they are paid fortnightly, the last three wage slips; 

laimant is unable to provide one of these 3 options you can issue them 
certificate of earnings’ form. They must give this form to 

be aware hand-written wage slips are not acceptable and typed payslips 

e laimant and or partner, confirm that they are self-employed they should 
te the part of the section for self-employed in full and provide one of the 
g: 

 
• A set of their latest yearly audited accounts; 

Completion of the 
 
5.34 The last section on Page 9 is regarding pensions. If a claimant and or their 

partner declares they in receipt of a pension you may need to ask the claimant 
to provide som

 
War Widows Benefit payment book (this must current and contain 
orders they have not cashed). 

 
• Benefit Agency Award letter, all pages, (this must show the current 

rates of benefit they will receive during the last four weeks of their claim 

A bank statement (dated
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5.35 Sta
confirm
provide

owing as documentary evidence of that allowance or benefit. 

• The following state benefits can be confirmed on the RAT system – 
Incapacity Benefit, Bereavement Benefit, Severe Disablement 
Allowance, Maternity Allowance 

5.37 for  t  to be provided: 
 

rs that they 
have not cashed) 

•  letter all pages (this must show the current rates 
of benefit they will receive during the last four weeks of their claim); 

 
• thin the last four weeks of them giving us their 

claim form) showing the benefit or allowance has been paid into their 
ir bank 

f 
aims as they will only show the net 

amount of benefit, which may not be the actual entitlement 
 
 

• e current and contain order that have 
not been cashed); 

• nk 
 receive); 

 
 Credit, you can 

telephone the Inland Revenue on 0845 300 3944 and complete the pro 
forma. 

5.38 
ur other designated site at Rayleigh Civic Suite. 

: 

te Retirement Pension, Widows Pension, Pension Credit can all be 
ed by the RAT system so there will be no need to ask the claimant to 
 proof of this information. 

 
5.36 Page 10 is about other income. If the claimant declares that they or their 

partner are in receipt of an allowance or a state benefit they need to provide 
one of the foll

 

 
all he other types of income one of the following will have

• Benefit payment book (this must be current and contain orde

 
Benefit Agency award

Bank statement (dated wi

bank account.  In the case of a state benefit being paid into the
account, the bank statement should also show the claimants National 
Insurance number and the type of benefit awarded.  However beware o
bank statements for brand new cl

An allowance book (this must b

 
A letter telling them that an allowance will be paid into their ba
account (this must show the amount they will

• In the case of Working Tax Credit or Child Tax

 
Do not ask for order books to be sent in the post.  They should be verified at 
our enquiry counter or at o

 
5.39 Page 11 is all about the claimant and or partners money savings and 

investments. If the claimant has confirmed that they or their partner have any 
money, savings and investments, they must provide the following evidence

 
• Bank current account – their current account statements showing at 

least the last two months’ transactions up to date; 
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• Bank deposit account – their current deposit statement showing at least 

 
uilding society statements or book 

showing at least the last two months’ transactions up to date; 
 

• Post office ordinary account – their post office book showing at least 

wing at 
least their last two months transactions up to date; 

ing that they own the certificates 
and the value of the assets; 

 
• Shares, Stocks and Unit Trusts – document showing proof of 

ownership, for example a dividend statement showing that they own the 
ts and the value of the assets; 

 

 statement showing that they own the certificate and 
the value of the assets; 

• Income bonds, Capital bonds, Pensioner bonds or Premium bonds – 
owing proof of ownership, for example a dividend 

statement showing that they own the bond and the value of the assets; 
 

• Cash savings or any other savings and investments – document 
showing the value of this asset for each amount stated is needed for 
acceptable proof. 

 
.40 Page 12 is about other income. Other income is exactly that, any other form of 

income that has not already been stated in the claim form, it can include any of 
the following: 

 
• Maintenance payments – documentary evidence required can be a 

letter from the Child Support Agency or a letter from the absent parent 
giving details of how much money is paid, how often and to whom. 

• Payments received from a charitable organisation – a certificate or 
nts 

made to the claimant. 

the last two months’ transaction up to date; 

• Building society account – their b

their last two months transactions up to date; 
 

• Post office Investment accounts – their post office book sho

 
• National Savings certificates – document showing proof of ownership, 

for example a dividend statement show

shares, stocks or unit trus

• PEP’s, ISA’s and Tessa – document showing proof of ownership, for 
example a dividend

 

document sh

5

 

headed letter will be required from the charity confirming the payme

 
• Home income plan – a certificate detailing this plan will be needed as 

documentary evidence. 
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• registered childminders, nurseries and playschemes 

 

 

or children in the child’s own home under 

 
hey will also need to provide proof of the amount they are paying. 

 

 o 
e 

 
5.45 Also on this page is a section about other properties. If the claimant and or their 

partner are the owner or have a share in another property you must ask for the 
following information about this address: 

• Any other income – a declaration of the amounts received, how often 
and where the money is coming from will be needed for any other form 
of income received by the claimant. 

 
5.41 The customer does not have to tell us about payments received from the Eileen 

Trust, Independent Living Funds or the MacFarlane Trusts, as they are 
disregarded. 

 
5.42 Also on page 12 is the section about payments you make.  If the claimant has 

ticked ‘yes’ to the question regarding childcare they must provide proof that the 
childminder or nursery falls into one of the following categories: 

 
• out-of-hours clubs on school premises run by a school or LA 

• childcare schemes run by approved providers, for example an out-of-
school-hours scheme 

• approved foster carers, (the care must be for a child who is not the 
foster carer’s foster child) 

 
• in England only, a childcarer who is approved by the Office for 

Standards in Education (OFSTED) to care for a child or children in the 
child’s own home. However, the Home Childcare Approval Scheme run 
by OFSTED is being phased out  

 
• in England only, childcare given in the child’s own home* by a person 

registered to look after a child 
the Childcare Approval Scheme 

 
• in England and Wales only, childcare provided in the child’s own home 

by a domiciliary worker or a nurse from a registered agency under the 
Domiciliary Care Agencies Regulations 2002 

T
 
 
5.43 If the claimant has ticked ‘Yes’ to question 2 about paying into a private pension 

scheme they must provide proof of which company they make contributions to 
and how much they pay. 
  

5.44 Page 13 starts with a section about your home. The claimant does not have t
provide any documentary evidence for this section but they should complet
this section in full so that we are able to categorise their benefit correctly. 
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.46 Pages 14 and 15 are all about private tenants who pay rent. Only private 
tenants, tenants of Housing Association properties, people who pay ground rent 

ete this section. 

imant has completed this section, they must provide the following proof 
for their first claim at the address: 

 
• The tenancy agreement; 

 
• 

 
• 

5.48 Ple  
followin

 
 

• 
 

 
• being charged; 

 
• How often the rent is due; 

 
• Any services that are included in the rent (water, fuel or meals etc). 

 
5.49 If the claim form is a review application you should be looking for proof that 

there is a liability to pay rent, so ask for a rent book or rent receipts to ensure 
that the rent is being regularly paid. 

 

 
• What percentage of the property does the claimant or their partner own; 
 
• The current value of this property; 

 
• Any outstanding mortgage on the property; 

• The original tenancy agreement (if applicable); 
 

• The rent currently being received for this property every month. 
 

5

or mooring fees should compl
 
5.47 If the cla

 
• The notice of registration form (RO5) if they have a protected or 

regulated tenancy; 
 

• A letter from their landlord or agent; 

A rent book; 

A rent statement. 
 

ase note the letter from the landlord or the rent book should state the 
g if it is to be accepted: 

The start date of the tenancy; 

• How much rent they pay; 

How much they are 
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 you want to be paid it asks the claimant whether they 
want payments direct to them or their landlord and whether they want the 

yment to go direct into their bank account or their landlords bank account. 

5.51 Pag 1
the cla ble to talk to their 
landlord direct about their claim. 

 
5.52 Page 18 is about backdating benefit and any other additional information. This 

section allows the claimant to tell us about anything else that they think may be 
relevant or affect their application.  It is also where they are invited to tell us if 

onsidered for a backdate request. 

hen checking this section to see if the claimant has made a backdate 
request, (and you are with the claimant at the enquiry counter or interview room 
at the time) you should make sure that they have first stated when they would 
like the claim backdated to and secondly their reasons why they were unable to 
return the application at the correct time. 

 
5.54 Pag  

The ch
in support of their benefit application. 

Onc th
full they
the clai

 
5.56 If the c

have to

 

 
6. Cross-checking 
 
6.1 As part of the Verification Framework we need to make sure we cross check 

the fo
esta is

 
6.2 You may already be carrying out some of these checks but this procedure will 

explain to you exactly what type of cross checks you should be carrying out 
before you assess the claim.

5.50 Page 16 is about how

pa
 

e 7 is all about the claimant paying their rent to their landlord. It also tells 
imant that if they sign the declaration we will be a

they would like their claim to be c
 
5.53 W

es 19 and 20 are the checklist, declaration and the declaration supplement. 
ecklist is to aid the claimant and us with the information that is required 

 
5.55 e e claimant and partner if there is one, have completed the application in 

 must sign and date the application to state that the information within 
m form is a true and correct record. 

laim form is not signed and dated it is not a valid claim form and will 
 be returned to the claimant. 

 
5.57 If the claimant is unable to complete the claim form for themselves and has 

someone else complete the form on their behalf, then the person in question 
should sign and date the claim form in this section to declare that they have 
completed the form on behalf of the claimant.  The claimant should also sign 
and declare that they requested for this person to do so. 

 

in rmation the claimant gives us. The purpose of these checks is to 
bl h any inconsistencies in the information the claimant has supplied. 



 

 
 
6.3 You mu

yourself that the information given on the claim form is correct and there are no 
doubts in your mind about the information the claimant has given. 

6.4 

 
6.5 hould be made for every 

relevant category depending on how the claimant has completed their form. 
 
 
6.6 Household composition 
 

Check: 

 
• laimant has declared 

himself or herself to be a lone parent it does not necessarily indicate 
 an undeclared partner. It could in fact be that he 

or she is a lone parent but has a daughter or son living with them as the 
second adult in the property. 

n 
ample the claimant may state that he or she is a lone 

parent with two children, but the rent service may return the referral 
on the 
imant 

must not have given the correct details regarding their children). 
 

 

st remember the purpose of carrying out a cross check is to satisfy 

 
The cross-checks involve comparing the information supplied on the claim form 
with the claim history (for example the claimants file) and the documentary 
evidence supplied against information we have gathered from other sources. 

The rest of this procedure describes each check that s

 
• The household composition on the claim form against the previous 

evidence the claimant has provided. 
 
• The number of adults declared on the claim form against the Council 

Tax records to see if a 25% discount has been applied.  

If a full charge is applied on Council Tax yet the c

that the claimant has

 
• The Rent Account records and Rent Service details against those o

the claim (for ex

decision stating that the claimant is over accommodated. Based 
information given you know that this can only be because the cla

• The children named on the claim form against those on the Child
Benefit book/letter. 

 



 

 
.7 Non-dependants 

heck: 

• Council tax records against the information given on the claim form to 

 
• 

 
 
6.8 Earnin

Check: 
 

• 

n circumstance or review claims. 
 

 providing the missing payslips, we need to 
consider what affect would those missing wage slips have on the overall 

come of the claim (gross to date figures on the wage slip before and 
after the missing wage slip to compare against the average used). 

.9 If we are accepting and assessing claims with missing wage slips we should 
issu th
the ear
of earn

 

 
• 

the claim form, paying particular attention to the earnings figures.

6
 
C
 

establish whether a non-dependant is in residence. 

The Electoral Register (where available) for any other people registered 
for voting at the property. 

gs – Employed Earners 
 

That the proof of earnings provided relates to the period immediately 
before the start of the claim for new claims, or to the relevant period for 
changes i

• That the wage slips relate to the person the claimant has stated is 
working (check the NINO on the wage slips to make sure that they 
relate to the same person). 

 
• That the wage slips are consecutive. If the claimant has provided the 

right number of wage slips but are not consecutive and we have 
accepted their reason for not

out

 
6

e e claimant with a certificate of earnings form for their employer to verify 
ned income. If the wage slips used are typed or hand written a certificate 
ings must also be issued. 

• The average earnings from the payslips received with the gross to date 
figure on the latest wage slip. If there is a significant difference, 
consider whether the claimant has given you a reasonable explanation 
(for example the claimant may be paid an annual bonus). 

The writing on the certificate of earnings against the claimants writing in 



 

 

6.10 An a
living in Rayleigh but works full time at a café in London and has provided a 
certificate of earnings declaring wages of £50.00 per week. You would look at 
this s
they ha
normal 

 
6.11 In all ca er the 

claimant is working under the National minimum wage. If indeed this is the case 
and u
wage in
who may use the National minimum wage as the earned income. 

 

dresser, taxi driver or waiter). 
 

Social Services in cases where a 
Childcare disregard is applicable.  Also check that the claimant and or 
partner is actually paying the childminder charge. 

.12 Earnings – Self-employed 
 

heck: 
 

• That where possible the claimant has provided audited accounts covering the 
late a

 
• Where 

business situation accounts for a more recent period should be obtained 

• The c
type of business undertaken (ie someone working from home with large travel 
costs).  Proof of any figures should be sought if doubted. 

 
• Whethe length of time the business 

has been running.  For example if a business has run at a loss for several years 
questions should be asked as to how the losses are financed.

• Whether the type of work and the proximity of the job carried out by the 
claimant is consistent with the wages that the claimant states they are 
receiving. 

 
ex mple of this type of situation would be where a claimant states they are 

 ca e and say that either the claimant is not living in Rayleigh or the wages 
ve used seem to be fraudulent. In this case or any like it should be 
practice to refer the case to the Fraud section. 

ses where a claimant’s wages are low you should consider wheth

 yo  have verified these wages to be true and they are unlikely to receive a 
crease in the near future you should refer this case to your team leader 

• Whether it is likely that the claimant receives tips from the type of 
business they run, (e.g. hair

• The childminders registration number against the list of registered 
childminders/nurseries held by 

 
6

C

st ccounting year. 

these do not provide an accurate picture of the claimant’s current 

 
 in ome and expenses declared.  Do these seem realistic considering the 

r the level of profit is reasonable given the 



 

 
 
6.13 Benefits & Income 

Check: 
 

• The benefit details showing on the claim history (if one exists) against 

should make further enquiries to the claimant to establish 
why this benefit may have suddenly stopped. 

• Whether a claimant may have an underlying entitlement to a benefit, 

 
• ed with a ‘K’ on the inside cover.  

This indicates that the claimant is in receipt of an occupational/private 

 

hone the Inland Revenue on 0845 300 3944 
and complete the pro forma. 

 
6.14 

heck: 

• That proof of savings should cover the two monthly periods immediately 
it 

• All debits and credits on statements.  Consider when they were paid, 
aid.  

ehold 
ing.  If the statement does not show 

any regular payments for these types of expenses it may mean that 
declared.

 

the current benefits declared for any discrepancies.  If a discrepancy is 
found you 

 

which they are not claiming for. 

State retirement pension books mark

pension.  Therefore if this is the case you should check that the 
claimant has declared and sent in evidence of this occupational 
pension. 

• Whether Working/Child Tax Credit is due to end in the next four weeks. 
If this is the case then telep

 
• Bank statements for any other benefits that are paid directly into the 

bank account, but have not been declared on the claim form or award 
letters showing entitlement. 

Capital 
 
C
 

prior to the start of the claim for a new claim and in all other cases 
should cover the most recent two monthly periods. 

 

where they were paid, how they were paid and how much was p
Also consider whether the statement shows the usual hous
expenses, like supermarket shopp

there is another bank account that has not been 



 

• Accounts/statements for any transfers of money.  This would imply that 
ay not have 

declared. 

t, which may indicate 
another source of income. 

hown 
 bank 

the wage 
not it may 

t been declared. 

a 
r loan 

 
s 

 
 
.15 y and Rent 

 
and previous benefit claim history. 

e 
n 

 you should 

o have been written at 

ined (e.g. the book is regularly 

 

the claimant is holding another account, which they m

 
• Whether there are regular credits on the statemen

 
• That any income declared which is paid via BACS or cheque is s

on the bank statement going into the account(s).  Cross check the
account number and date received into the bank account with 
slip itself to make sure they match up.  If it appears they do 
mean that there are more accounts that have no

 
• That if the claimant is a student, that they have declared they have 

bank account, as most students will receive their student grant o
in the form of a cheque. 

• If a redundancy situation has been declared that capital proof confirm
receipt of redundancy pay. 

 
• If the claimant pays Council Tax by Direct Debit is it paid from an 

account declared on their claim. 

Residenc6
 
Check: 

• Against the Council Tax, rent 
 
• The writing on the rent books, tenancy agreements and letters from th

landlords to see if the writing is similar to the tenants.  (If the writing o
the tenancy agreement and the claim form is similar
refer this to the revenues investigation department). 

 
• Whether the entries on the rent book all appear t

the same time. 
 

• If the rent book has been correctly mainta
signed and arrears are updated correctly).



 
• If the rent charged and arrears shown on the rent book/tenancy 

agreement match those declared by the claimant. 

The landlord’s name against the 
 

claimant, partner, dependants and 

 
 he 

 

 
y 

 
6.16 If you establish a discrepancy in what the 

claim form or from supporting evidence you must not assess this claim.  You 
 This 

alternative source. Always note the system of any request for further 
information that have been made. 

 
6.17 Once you have received this further information you can either assess the claim 

if you are happy that the discrepancy has been resolved, or you can refer the 
claim to the revenues investigation department if you feel that the claimant is 
deliberately supplying us with false information, or if you are still unsure of what 
to do next speak to your team leader or investigations and overpayments 
ma

 
 
7. Change of Circumstances
 
7.1.1 

 their circumstances promptly 

 
7.1.2  on their application form and again in all 

that are sent to them.  It is explained that changes must be 
riting as soon as they occur. 

 
7.3 t explains the rules regarding changes in 

nes. 

• 
non-dependants name(s). 

• Whether the landlord is registered for Council Tax at the address
has given. 

• The claimants previous addresses against the landlords. 

• If the landlord’s ownership coincides with tenants occupation.  This ma
indicate that the landlord and tenant knew each other prior to the claim 
or may even be partners or relatives. 

claimant has submitted either in their 

should first consider about making further enquiries to clarify the situation. 
can be done by writing to the claimant direct or clarifying the details by an 

nager. 

 

To ensure that all awards of benefit remain correct the claimant and any other 
affected person has a duty to report all changes in
to the council. 

Claimants are made aware of this
award letters 
reported in w

 A leaflet is also available tha
circumstances more fully.  Two versions are available, one for working age 
claimants and one for elderly o

 



 
7.4     Once the section is made aware of a change it examines the information 

    available to see if there is sufficient for the claim to be reassessed. 
        

7.5 ant will be written to and asked for the rest, this 
e and the date it occurred. 

 
7.6

Inc

info
 
7.7 Although a new claim form is to be completed, the levels of evidence required 

ve 

 
7.8 

 
7.9

lan
dec

 
7.1  a if 

a full reply has not been received after 28 days a decision will be made about 
the

 
7.11 On receipt of notification of a change the first step is to identify those that will 

a
ove .   

 
7.1

ent
 
7.13 Where a change is detrimental to entitlement the date of change will always be 

 
7.14 If th  as 

it has been reported within 28 days.  Where the change is reported later than 
this the change is considered to have occurred on the date that the authority 

 If there is insufficient the claim
can include proof of the chang

 Whilst it is sufficient for most changes to be reported in writing, if the  claimant 
has stopped receiving a passported benefit (Guaranteed Pension Credit, 

ome Support or Job Seekers Allowance (income based)) or moved to 
privately rented accommodation they will be asked to complete a new 
application form.  This is considered necessary due to the volume of 

rmation required to assess a change of this nature. 

haare not the same as for a new claim. Only proof of those items that 
changed needs to be provided. 

When insufficient information has been provided a letter will be issued within 
seven days of receipt of notification of the change asking for the missing 
details. 

 If the change is raises a question as to the continued entitlement of the 
claimant further payments will be suspended at this time.  The claimant and 

dlord, where payments are made directly to them, will be informed of this 
ision. 

0 If  full reply has not been received after 14 days, a reminder will be sent and 

 claimants continued entitlement. 

le d to a reduction in benefit and prioritise them.  In doing so the likelihood of 
rpayments of Housing and Council Tax Benefit are reduced

2 The effective date of the change will be dependant upon its effect on 
itlement and how promptly the change was reported. 

the date that the circumstances actually altered. 

e change is beneficial it will be effective from the day it occurred as long

was first informed of it.  Only if the claimant can 

 



show exceptional reasons for their delay in reporting the change will 

7.15 t of benefit 
consideration must always be given to the underlying entitlement rules. 

7.16 If a beneficial change has occurred during the period that an overpayment 
has also been calculated for, but due to its late notification, the change is 
only deemed to have occurred from the date it was reported, the 
overpayment still needs to be reduced by the amount of benefit that would 
have been awarded if the change had been reported on time.  

  
7.17 Should a claimant fail to reply to a letter requesting further information a 

decision must be made concerning their continued entitlement based on 
the information available. 

 
7.18 If the change would result in an increase in benefit, then the award will 

remain unchanged. 
 
7.19 If the change would reduce benefit then a decision will be made using the 

adverse inference rule.  Usually this will mean that the decision will be 
made that the change is such that there is no further entitlement.  Either 
income, capital or some other change has educed entitlement to nil.  
However, with some changes such as an increase in a Non Dependants 
income, increasing the deduction to the maximum allowable would be 
more appropriate. 
7.Notification of the effect a change has had on someone’s entitlement will 
be issued on the day the decision is made.  Entitlement letters will contain 
all the information listed at 2.21 and 2.22. 

 
7.20 Where an overpayment of benefit has occurred the letter will also contain 
 
• The fact that there is a recoverable overpayment 
 
• The reason for the overpayment 
 
• The amount 
 
• How it has been calculated 
 
• The period to which it relates 
 
• Where recovery is made from ongoing HB the amount being deducted. 
 
• For CTB the method of recovery 
• The effected persons rights and duties. 

benefit be altered from the earlier time. 
 
When deciding if a change has resulted in an overpaymen

 

 



 

 

. End

.1 Since the abolition of benefit periods from April 2004 the ability to cancel a 
benefit award no longer exists.  However, an award can be ended in 
certain circumstances. 

.2 Changes that can lead to an award ending can include the death of the 
claimant, liability for rent and/or Council Tax ceasing, an increase in 
capital to above £16,000 (excluding people in receipt of guaranteed 
credit), moving out of the district or starting work or increasing 
hours/wages that results in entitlement to an Extended Payment. 

.3 When one of these changes occu  benefit entitlement will end  
 

• When due to a change in rent and/or council tax liability, or residency from 
the day liability ends. 

• For any other reason, from the beginning of the benefit week after the date 
of change. 

.4 When we are informed of a change of this nature we ensure that all the 
information necessary to make a decision is available.  When it is not, all 
further payments will be suspended and a letter issued requesting all 
additional details. 

.5 If a full reply is not received within 14 days a reminder will be issued, and 
after a further 14 days a final reminder.  If at the end of a further month 
(two months in total from the date of suspension) no reply has been 
received a decision will be made based on the available information. 

.6 If the exact date of the change cannot be established, then benefit will be 
ended from the date that payments were suspended from. 

 
8.7 If benefit ends due to a return to work/increase in hours or salary, 

enquiries need to be made to see if there is any entitlement to an 
Extended Payment. 

 
8.8 It must be established if the claimant was entitled to either IS, JSA(IB), 

Incapacity Benefit or Severe Disablement Allowance, or any combination 
of these, for at least 26 weeks immediately prior to their circumstances 
changing.  

 
8.9 If so, and this has been confirmed by the DWP, the entitlement to 

Housing/Council Tax Benefit will be ended from the Monday following the 
date that their entitlement to the qualifying benefit ceases.  An Extended 
Payment will then be awarded for an additional four weeks (or less if 
liability ends during this time). 

8 ing Entitlement 

 
8

8

8 r,

 
8

8

 
8
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.10 The enquiries and award will be dealt with within 7 days of becoming 

aware of the claimants change of circumstances, and the claimant will be 
ame time. 

 

8

invited to make a new claim for benefit at the s
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Contents 
 
1.  Calculating the Tax Base 
 
2.  Calculating the Budget Requirement 
 
3.  Calculating the Council Tax  
 
4.  Setting the tax  
 
5.  Publication of Amounts of Council Tax 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 

 
 
 

 

 
 

 

 
 
 
 

 
 
 
 

 



 

 
 
 
1. Calculating the Tax Base 
 
 

• Billing authorities are required to carry out the necessary calculation of 
their tax base and set an amount of council tax for each financial year. 

• The amount of council tax set is to be calculated by taking the billing 
authorities requirement including the requirement of any local precepting 
authorities and the requirement of any major precepting authorities. 

• The Tax Base is a measure in the council tax system of the relative 
taxable capacity of difference areas and is calculated in accordance with 
prescribed rules. 

• The figure represents the estimated full year equivalent number of 
chargeable dwellings in the area expressed as the equivalent number of 
band D dwellings with 2 or more adults and takes into account the billing 
authorities estimated collection rate. 

• The calculation is done in November in each year.   
 

• Information is collated from various sources including; inspection reports 
from Council Tax visiting Officers, information from Planning/Building 
control and the valuation officer. 

• It takes into account new properties, which will be complete in the 
following financial year.  An assessment will need to be made as to when 
they will be complete, what band they may be and also whether they will 
be occupied or not. 

• In practice an officer will visit the new developments and obtain 
completion details and values from the site offices.  They will also visit any 
one off builds and contact the owner for full details. 

• It also takes into account any properties or sites which will be demolished 
within the period. 

• This calculation must be done for each Parish within the RDC area and 
the determined number of band D equivalents must be notified to the 
relevant Parish in order that they may set their budget for the coming year. 
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2. get Requirement 
 

• il uired to calculate their budget requirements by 
11th March in the preceding financial year although a calculation is not 

t date. 

 
 

3. 
 
 

cil tax for its area for each 
financial year.  It does this by adding to the amount which it calculates 

 
4. 

The amount of tax must be set before 11th March in the financial year 
pre

 
5. Pu

 
• 

in at least one newspaper circulating in the area. 
• Publication must take place within 21 days of the date the tax was set. 
• 

• Failure to comply with this requirement to publish a notice of amounts 
does not make the setting invalid. 

 
• 

on their parish notice board and sign a certificate to confirm that it has 
been so displayed.  

 
 
 

 
 
 
 

Calculating the Bud

B ling authorities are req

invalid if made after tha
 

Calculating the Council Tax 

• A billing authority must set amounts of coun

as its own tax the appropriate amounts calculated by each of its major 
precepting authorities i.e. in RDC case; Essex County Council, Essex 
Fire Authority and Essex Police Authority. 

Setting the Tax 
 

ceding that for which it is set. 

blication of Notice of Amounts 

A billing authority must publish a notice of the amounts of Council Tax 

RDC publish a notice showing the tax in each parish within the 
Standard Recorder newspaper 

In addition each Parish Clerk is asked to display a copy of the notice 
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5. 
 

• eria for Council Tax to be charged in 
respect of them. All such properties are placed into a valuation band. This 
section is split into two parts: 

 
2. 
 

• The Council Tax Valuation List has an entry for every chargeable dwelling 
in the Rochford District Council area. The Commissioners for the Inland 
Revenue appoints a listing officer who works within the local Valuation 

e it.  
 

• Each property is given a Valuation Band. The band given is dependant on 
the amount the dwelling might reasonably be expected to realise if it had 

st

 
o Sale with vacant possession 
o Sale was freehold or leasehold  

Sale was free from any rent charges 

o Dwelling was in a state of reasonable repair 
 liable to contribute towards the upkeep of 

Overview 

Properties have to meet specific crit

• Valuation Bands 

• Chargeable Dwellings 

Valuation Bands 

Office. They prepare and maintain the valuation list. The valuation list can 
be inspected by anyone who wishes to se

been sold in the open market by a willing vendor on 1  April 1991. This is 
based on the following prescribed assumptions being made: 

o 

o Size, layout and character of the dwelling and locality are as they 
were at the relevant date 

o Purchaser would be
common parts 

o Fixtures for use by a physically disabled person are not included 
o Dwelling would always be used as a private dwelling 
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 n bands in England are: 
 
 
 
 
 
 
 
 

 

 

 
3. 
 

 
The valuatio•

 

 

 

 

  

  

  
   
  
   
 
   
   
 
   

Band Property Value Range Proportion Example
A £           0 - £  40,000 6/9th of Band D   417.33 

£  40,001 - £  52,000 7/9th of B Band D   486.88 

D 00    626.00 
th

G 320,000 15/9  of Band D 1043.33 

C £  52,001 - £  68,000 8/9th of Band D   556.44 
£  68,001 - £  88,0

E £  88,001 - £120,000 11/9  of Band D   765.11 
F £120,001 - £160,000 13/9th of Band D   904.22 

£160,001 - £ th

H £320,001 + over 18/9th of Band D 1252.00
Local authorities set a Council Tax Charge based on Band D. Taxpayers 
tion or multiple of the tax set at 

aluation was set to be done by 2007 but the 

• 
ates to the 

domestic element.  

• o billing authorities, the dwelling 
 

structure. 

• Firstly, a chargeable dwelling must be given a band 
and then 

• The person(s) who has an identifiable relationship with this chargeable 
dwelling will become the ‘liable person(s)’.  

 

• In the Local Government Finance Act 1992 (LGFA 92) a chargeable 
dwelling means ‘any dwelling in respect of which council tax is 
payable’. 

• 
with dwellings in other bands will pay a frac
Band D. A national re-ev
Government have now postponed this. 

If a property contains both a domestic and non-domestic element 
(composite property), the band attributed to the property only rel

     

If a property crosses the boundary of tw
will belong to the billing authority, which has the greatest part of its

Chargeable Dwellings 

• There are two stages to determining Council tax: 
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• Gardens, yards, private garages and outhouses (which form part of a 
larger dwelling) are exempt from

 
 
4. Liaison with the Valuation Office 
 

1. The Valuation Office ultimately decides whether a property should be 
banded and what that banding should be. The council has a legal duty to 
notify the VO of anything that may affect the Valuation List. 

 
2. Liaison with the VO is necessary when dealing with new properties, 

changes with properties (e.g. improvements), banding queries etc. 
3. Completion notices are issued when a new property is completed, and a 

copy notice must be sent to the VO. If a notice is withdrawn, or a date 
changed the VO must also be notified. 

4. Reports to the VO are requested via the academy VO notification screen. 
A report is necessary to request a new banding, to delete a band, to 
request an amendment (e.g. where a property has been extended, or 
when a date needs changing). A listing is produced weekly detailing all the 
reports. Each report has its own number, which is system generated, 
prefixed BA; this reference is used by RDC and the VO to identify reports. 

5. Banding schedules are produced by the VO on a weekly basis and posted 
on the VO’s website to be downloaded by local authorities.  These include 
all new bandings, amendments and deletions. 

O’s 
 the 

VO.  T at no action is 
taken. 

 
. Banding Changes 

1. When a new schedule is posted on the VO’s website it is downloaded and 
the paper copy is kept in the banding schedule file. A copy is sent to the 
planning office with the new and deleted entries highlighted. 

2. Each entry is checked before actioning on academy. If all details agree 
with RDC records, the system is up dated, if not the following action must 
be taken.  Some amendments may be downloaded automatically onto the 
academy system.  Where this occurs the entries must be checked for 
accuracy. 

3. If reference number and/or effective date on schedule differ from RDC 
operty 
orking 

 being billed as a separate dwelling. 

6. No action schedules are also produced weekly and posted to the V
website, detailing all reports where no action is deemed necessary by

hese must be checked to make sure we are happy th

5
 

records, the VO must be informed of correct details. A print of the pr
screen concerned will be filed at the front of the Banding schedule w
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4. iting notification, this needs to 

5. If there is a claim for Council Tax benefit, pending this should also be 
done at the time of banding. 

6. Deleted bands – account linked to the property should already be set to 
VOID. If not close account before actioning deletion. NB on occasion the 

leting 
the band on one schedule and entering it as new on a later schedule. In 
such cases no action is necessary on the system. Details given in the 
notes column should always be checked before actioning a deletion. 

7. Amended bands – where any increase or decrease in banding of a 
property that has an account with council tax benefit this will be adjusted 
automatically by the Academy system. 

8. Once satisfied that all details are correct, the deletion/amendment/new 
banding can be actioned on the system. 

9. Where the original report has been raised by RDC (identified by the BA 
prefix in the notes column of the schedule) the VO notification screen must 
also be updated to show the report has been dealt with. This screen 
automatically appears after the banding adjustment has been actioned.  

10. Each entry on the paper copy of the schedule will be highlighted when it 
has been actioned.  

11. Once a schedule has been actioned the Valuation List totals must be 
balanced with the Academy system totals.  Where there are any 
discrepancies these must be listed and the action to be taken to resolve 
the problem noted. 

12. Once a schedule has been completed it is stamped and initialled by the 
person who has done the amendments and then passed to a senior officer 
to countersign. 

 
6. Creating New Properties 
 

1. Notification of new properties may come from inspector’s visits or via the 
“works completed” list of new properties from the planning department. 

 
2. The property will be monitored regularly. The Inspector will decide on how 

regularly to visit based on the current stage of building and any 
information from the builders. 

 
3. The Inspector will decide when property is complete for Council tax 

purposes.  

copy file, pending receipt of a correction from the VO until correct details 
received back from the VO. 
New Bands – if a Direct Debit is held awa
be set up when the band is put on. 

VO will deal with a reference number or effective date change by de



 

 
4. When date of completion is given by inspector, a new property number is 

 
5. 

r will need to be allocated. 
 
6. A completion notice is issued via system unless completion date is in the 

past or the property is already occupied. 
 
7. e notified of the new property via VO notifications 

screen on the system. 
 
8. p ccupied, an occupation voucher requesting full 

 
9.  If property is unoccupied the property will be visited in accordance with 

 on the academy system. 

7. 
 

1. r 
r or owner of property e.g. because it is 

demolished or in the case of a caravan/boat removed from site. 
 
2. The d 

or rem
 
3. The inspector will provide a deletion date once visit has been completed. 
 
4. The live council tax account will be closed down from date given, and a 

 
5. The valuation office will be notified of the deletion via VO notifications 

screen. 
 
6. A c ount was exempt will be sent to 

Co
   

allocated,  

A new property is then created on the academy system.  To do this a 
UPRN numbe

Th  valuation office is 

If roperty is known to be o
details is sent or where details are already known a new council tax 
account is set up. 

the inspection cycle set up
 

 
Deleting Properties 

Notification of a property to be deleted may by received from inspector o
from the Council Taxpaye

 inspector must visit property and confirm that it has been demolishe
oved. 

Void account will be created pending deletion of the band.  

losing bill or exempt notice if acc
uncil Tax payer. 
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Determining Council Tax Liability, 
ections 

 

 
 

Moves, and Insp
 

(back to Revenues Admin Contents)
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1. Overview 

• y is a chargeable dwelling and which valuation 
is 
e 

• Sole or Main Residence 

• Liability for Owners 

• Joint and Several Liability 

• Information for Liability 
 
• Anyone aged 18 years or over could be a liable person and therefore 

2.  
 

• 
the principles accepted by court are therefore relied 

ress does not mean a person is 

 

• 
sole or main residence’: 

o Reliance on a property 
o Where is the matrimonial home 
o Where are they registered on the electoral roll 
o Where are the children educated 
o Time spent at property 

 
 

Having decided that propert
band it falls in to the next stage is to work out who the liable person(s) 
and whose name should appear on the bill. The following criteria must b
considered:  

• Hierarchy of Liability  

liable to pay council tax.  
 

Sole or Main Residence 

 The LGFA 92 does not provide a definition for ‘sole or main residence’. 
Case law and 
upon to determine someone’s sole or main residence. The principles 
accepted by the courts are: 

o Residence implies a degree of permanence 
o A temporary absence at an address does not mean a person is 

not resident there 
o A temporary presence at an add

resident there 

Case law has also clarified other factors that should be considered 
when determining ‘

o Intention to return to an address 
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• A person can only ever have one sole or main residence. If a person 
main residence will be 

3. 

• h  a person’s sole or main residence, the 
o  by the resident(s).  

 

• ent Finance Act 1992 (LGFA 92) sets 
t ’ as follows: 

 

4. 
 

owns two properties, then their sole or 
determined using the above guidelines.  
 
Hierarchy of Liability 

 
W ere a property is used as

uncil Tax is usually payableC

Section 6 of the Local Governm
ou  a ‘hierarchy of liability
 
 
 der 
   C   Resident Tenant (Statutory or Secure) 

 
 

Level   Description 
  A (highest)  Resident Freeholder 
  B   Resident Leasehol

   D   Resident Licensee 
  E   Resident 
  F (lowest)  Owner  
• 

• 

 
 be 

• 
rson, they are: 

 

The liable person(s) will be the person who comes first and highest in 
the hierarchy list, as they will have the greater material interest in the 
property. 

If no one was living in a property as their sole or main residence, the 
owner would be liable.  

• There is an exception to the hierarchy test.  There are 6 prescribed
classes of these types of dwellings for which the owner will always
liable (see below).  
 
Liability for Owners 

The legislation has specified six classes of dwelling where the owner 
will always be the liable pe
Class A – Residential Care Homes etc 
This class applies to a residential care home, nursing homes or 
hostels. This includes: 

• a bail hostel or probation hostel 

• any property which is a residential care home, nursing home or 
mental nursing home within the meaning of the Care Standards 
Act 2000 
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• a building that provides residential accommodation and personal 
care to elderly persons, disabled, and alcohol or drug 
dependants, providing the premises are not a residential care 
home or nursing home. 

 
Class B – Dwellings of Religious Communities 
This class applies to dwellings, which are occupied by a religious 
communit nsists of prayer, 
contempla
 
Class C –

y whose principal occupation co
tion, education and the relief of suffering.  

 Houses in Multiple Occupation (HMO) 
This class applies to: 

• Dwellings occupied by persons who do not form a single 
household, or premises which have been constructed or 
adapted for occupation of more than one household or 

ilities (i.e. kitchen or 

• Dwellings inhabited by persons who have a license or tenancy 
to occupy only part of the whole dwelling.  

 
This means that the owner is liable if occupants live together, but not 
as one household, and they share certain fac
bathroom).  
 
Class D – Resident Staff 
This class applies to a dwelling in which: 

mployment 

• From time to time, is also occupied by the employer. 
 

The qualification in this provision depends, among other things on 
‘residence’ by the persons in domestic service and residence 

pation from time to time’ is to be 
distinguished from ‘residence’. 

• At least one of the residents is employed in domestic service 
and resides in the dwelling wholly or mainly for the purposes of 
his e

• Other residents are either in so employed or is a member of the 
family of a resident so employed, and 

elsewhere by the employer. ‘Occu

 
Class E – Ministers of Religion 
Thi
reli forms his duties. The owner 
cou

s class applies to a dwelling that is occupied by a minister of any 
gious denomination from which he per
ld be the minister himself. 
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The  of the Church of England. In this 
cas ch the 
dw  of religion who 
is also the owner) 

 exception to this is for ministers
e, the Diocesan Board of Finance of the diocese in whi

elling is situated will be liable (instead of the minister

 
Class F – Asylum Seekers 
This class applies to asylum seekers under Section 95 only of the 

omes liable. 
 
5. ability 
 

le to pay Council Tax. This means 
that, rather than dividing the total Council Tax charge in to equal 
portions, they are all liable to pay the entire Council Tax.  

• However, joint and several liability does not apply if a person is 
severely mentally impaired.  If two freeholders live together in a 
property, and one is severely mentally impaired then that person will 

• Also with effect from 1  April 2004 students cannot be held jointly and 

• y liable, even if 
they are not at the same level of hierarchy. This would apply in cases 
where there is only one name on the freehold/leasehold – both 
partners w

• For the pu A 92 states that partners of 
the liable 

o They a
o They are not married but, live together as husband and wife 

• ng are 
jointly and severally liable. 

Immigration & Asylum Act 1999. The owner rather than the asylum 
seeker bec

Joint and Several Li

• Any persons at the same stage of the hierarchy of liability as one 
another are jointly and severally liab

not be liable to pay Council Tax.  
st

severally liable. 

Partners of liable persons are also jointly and severall

ould be jointly and severally liable. 

rposes of Council Tax, the LGF
person are jointly and severally liable if: 

re married to each other 

• From 1st December 2005 joint and severally liability also applies to 
same sex couples. 

 In polygamous marriages, all partners resident in the dwelli
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6. Obtaining Information regarding Liability 
 

• In order to obtain information to determine liability of Council Tax, local 
authorities can obtain information from various bodies: 

 

 
• Any levying authority 

egistration Officer 

• Residents, Owners or Managing Agents of dwellings. 

• Registrar of Births Deaths & Marriages 

• se of residents, owners or managing agents, local authorities 
can only request information that is in the person’s possession or 

• The requested information should be supplied within 21 days. Penalties 
can be enforced if the information is not supplied, or if false information 
is supplied. A £50 penalty is imposed if a person fails to supply the 
necessary information, or knowingly gives information, which is 

• Where a discount or exemption has been awarded the liable person is 

may affect their entitlement. within 21 days. Penalties can be 
enforced if the information is not supplied, or if false information is 

• s is provided by the Registrar of Births 

eceased. 

in their capacity as a police 

n gained by the Authority in their capacity as an employer 

• Excess information in relation to determining liability 

• Any other billing authority 
 
• Any precepting authority 

  

• Any Electoral R

 

In the ca

control. Their request must relate to the identification of a liable 
person(s), and should be in writing.  

inaccurate. If the taxpayer is asked again to supply the same 
information and fails to provide the information, or knowingly supplies 
inaccurate information, a further penalty of £200 can be imposed. 

under a duty to advise the local authority of any changes to liability 
which 

supplied.  

Information relating to death
Deaths and Marriages is provided within 7 days. The information 
provided will be; name of deceased, the date of death and the usual 
address of the d

• Some exchange of information is prohibited. This is: 

• Information obtained by the Authority 
authority 

• Informatio
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7. Moves within Rochford District Council 
 

one moves within the councils area the following 
the move can be actioned on the 

• , 

• e 

• nt in receipt of benefit, ensure that the benefit is correctly 

• n collected the system can 
be updated. 

• If any property becomes empty as a result of move, the system will 
automatically schedule the property for a visit in the next visit cycle for 
that area. 

• If you move someone into a property which has an outstanding empty 
visit request you must advise the inspectors that the inspection is no 
longer required. 

• Once the move has been the work must be completed on the Comino 
system. 

 
8. Moves out of the Rochford District 
 

• Whenever any person moves out of the district the following 
information must be obtained:  

o Exact date of vacation 
o Exact date liability for property ends (completion date of sale or 

end of tenancy/licence/agreement) 
o If vacation date and liability end date differ, is property furnished 

between the two dates 
o Full forwarding address for outgoing person 

• When some
information must be obtained before 
system: 

� Details of all the properties involved 
� Names/reference numbers of all the taxpayers involved 
� Date(s) of the vacation/occupation 
� Date of completion of sale/tenancy end/commencement 

Any missing information should be obtained by contacting the taxpayer
estate agent, etc. If necessary, the work will be put into pending in 
Comino to return to the work tray either when a response is received or 
a due date is reached.  

• If any account is subject to a discount or exemption, it must be 
established whether this will still apply at the new property. 

If any account involved is paid by Direct Debit, please check befor
actioning the account.  It may be that a direct debit is in the process of 
being claimed and this could be returned unpaid. 

If any accou
adjusted to reflect the move. 

Once all the necessary information has bee
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o Name of new owner/occupier 
o Estate agents/ letting agents who dealt with sale/tenancy
o Daytime contact telephone number for taxpayer 

 

 
If any of the above information missing the taxpayer/estate agent etc 
must be contacted to obtain necessary details. If necessary, the work 
will be put into pending on Comino, pending receipt of information. 

  
• If account is paid by DD, ensure that all unpaid instalments are 

collected. 
 
• If account is subject to recovery action, the recovery team must be 

notified of the move. 
 
• If property is known to be empty a visit will automatically be scheduled 

for the next visit cycle for that area. 
 
• If property has a new owner/occupier but full details are unknown, an 

occupation voucher must be sent, and the work placed into pending in 
Comino pending a reply. 

 
 
9. Moves Occupation from Outside Rochford District 
 

• Whenever a person moves into the Rochford area from another district 
ensure all the following information has been obtained: 

 
� Full name(s) of all liable person(s) 
� Exact date liability commences (i.e. purchase date, 

tenancy start date)    
� Occupation date (if different) 
� If liability date and occupation date differ, is property 

furnished and address for correspondence whilst property 
is empty 

 
• If any information is missing, contact must be made with the taxpayer, 

estate agent, etc essary the work will be 
put into pending on Comino pending receipt of the information.  

 
• If discount application form has been completed, this should be 

• 

 

to obtain missing details. If nec

actioned at the same time as the move. 
 

• If DD instruction has been completed DD should be set up when the 
move is actioned. 
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10. Moves – Variation Sheets 
 

• Variation sheets are received in an electronic format once a week from 

• This gives details of council owned properties that have been let, are 
empty or have been sold, or where a tenancy has ended. Tenancies 
begin and end on Mondays. Information of new tenants is also 
provided – i.e. names and where the tenancy is a mutual exchange 
details of the other property will be given. If a property is empty, the 
date it became empty is also given as well as the reason. 

 
• This data is imported onto the Comino system and indexed against the 

relevant property. 
 

• Ensure that benefit is correctly adjusted where necessary when 
actioning move. 

 
• Only once all information known can the move be actioned on the 

system 
 

• If variation sheet shows that property has been sold, remove RDC 
details from property screen and replace with new owners details. 

 
 
 
11. Occupation Adjustments 

• Where an error is made inputting an occupation or vacation date on an 
account, or where subsequent information is received advising a date 
needs amending the system will need to be adjusted accordingly. 

 
• The system rights to this facility are limited to experienced Council Tax 

staff. 
 

• Any Council Tax benefit or discounts must be amended before the 
adjustment can be actioned. 

 
• If there is an exemption on the account a warning will prompt the officer 

to amend this. 
 

• Details of why the adjustments have been necessary must be noted.  
E.g. on the account notepad on academy.   

 
• Bills are produced following an occupation adjustment with the reason 

‘correction’. 
 

housing department.  
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12.  Ins c

• All empty properties are inspected on a 4 monthly basis. 

• All visits due within the month are downloaded at the beginning of the 
month to the inspectors ipac  

es empty, the system will automatically pick up 
the property for inspection when that area is next to be inspected 

 
 (e.g. still unfurnished). 

n 
ll 

ary following inspection, the 

• 
 n

the system. 

• eted, the result will be scanned onto 

 

pe tions 

• When a property becom

• When inspecting each property, the inspectors will ensure circumstances
are the same as the details held on the system

• Once property has been inspected, provided no action is necessary o
account, the property will be inspected again in four months time if sti
empty. 

• If an amendment to the account is necess
inspector will enter the details on their ipac which downloaded and a 
report will be produced the following week for the Revs & Bens team. 

An inspection can be requested at any time for a property whether empty 
or ot by using the ad hoc inspection request on the inspections frame on 

When an ad hoc visit has been compl
Comino and indexed to the particular case. 
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1. Overview 
ount of Council Tax payable in respect of a 

pro rty. T s 
sec n

• 

Stat

• 
 
2. Disco
 

• Council Tax is 
personal element (remaining 50% of the bill).  

• The Council Tax bill is based on the assumption that there are two or 
more residen  in a dwelling. The bill does not 
increase if th  

• Personal elemen

• There is only
Discount) Se

• There are no residents and the property is unoccupied and does not 

 
3. Second homes and empty properties 
 
 

• Fro
ma
properties may now fall into one of three discount classes, class A, B or 
C. 

 
• 

 for the New Year is set. Once set it cannot be changed during 
ncial year. 

 

dis
 

• The following table shows how the new discounts should apply to a 
qualifying account: 

 
 
 
 
 
 

• Discounts reduce the am
pe hese are granted for a number of different reasons.  Thi
tio s looks at: 

Personal Discounts 

• us Discounts 

Awarding a Discount 

unt Amounts 

split into a property element (50% of the bill) and a 

ts, aged 18 or over, living 
ere are more than two residents.  

t discounts are as follows:  

 one adult resident in a dwelling (25% - Single Person’s 
e example. 

fall into any exempt category (50%). 

m 1 April 2004, the council tax law changed and different discounts 
y apply for second homes and long term empty properties. Such 

RDC has the discretion to set the level of discount for each of these 
classes as it sees fit. The level must be set at the same time that the 
charge
that fina

• At present RDC has not chosen to adopt these changes to the level of 
counts. 
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Description 
 

Qualifying conditions What allowance to give
 

Second home 
• main residence 

elsewhere 

Discount - Second 
Home  Discount Class B 
 

• Furnished 

• no restrictions on 
occupancy 

Property l
by owner/
or tena

eft empty 
occupier 

• furnished 
• main residence 

Discount - Second 
Home Discount Class B 

nts elsewhere,   
 

Property left empty 
by owner/occupier 
or tenants 

• no one’s main 
residence 

up to 6 months, 
 
THEN 

• unfurnished Exemption Class C for 

 
Discount - Long Term 
Empty Discount Class C 

H
cannot be lived in for 

oliday let • furnished 
• 

Discount - Second 
Home Discount Class A 

more than 28 
continuous days 

 
 

e not retrospective so any second homes/empty 

s
 

• e ome’ from just an 
e s to be judged on 

• 
if it is furnished and is used on a fairly regular basis (e.g. for weekend 
stays or holidays), and where the property owner is liable for full 
Council Tax at another address. 

il Tax at their main residence. 

• Once a property has been identified as a second home, it is treated as 
ty property and the appropriate empty property discount.  

 second home. 

• lar reviews. When reviewing, 

 

• These changes ar
properties prior to 1 April 2004 will automatically be charges the 
tandard 50% charge up to that date. 

Th re are no set criteria for distinguishing a ‘second h
mpty property, therefore each individual case need

the facts available. 

Generally an unoccupied property would be classed as a second home 

• It may be necessary to confirm with another local authority that the 
taxpayer concerned pays full Counc

an emp

• A circumstance code of FU is entered on the discount screen to identify 
that it is a

All such properties will be subject to regu
checks with other local authority, where appropriate, to ensure 
taxpayer is still registered for full charge at away address will be made. 
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4. Sta
 

• In addition to the 25% discount relating to sole occupancy and 50% 
discount relating to an unoccupied, non exempt property, there are also 
discounts for people who are ‘disregarded’. This reduction applies to 

al element only, so there is a maximum of 50% discount 

hese are known as ‘status discounts’ 
as they are based on the circumstances of the persons. 

count given relates to the amount of people resident 

 
 
5. Categories of persons disregarded for discount purposes 
 

tus Discounts 

the person
available. 

• Where a person is disregarded they are not taken into account when 
determining how many people are for the purposes of deciding how 
many people live in a property. T

• The amount of dis
in the property. In every case the full 50% property element, at least, is 
payable. 

 Person’s in Detention 

• This class includes people who are detained by order of a court 
whether they are in prison, in a hospital, or any other place. 

le in police custody until they are remanded 

if detained or imprisoned under the 

 be of a short duration and their home 

• It should be noted that an unoccupied dwelling in which all the 
ent or formerly resident are detained will be an exempt 

er Class D Council Tax (Exempt  Dwellings) Order 

• It does not include peop
in a court, but it does include detention under the Immigration Act 
1971 (deportation) and under the Mental health Act 1983. 

• It also provides for members of the armed forces to be disregarded 
for the purposes of discount 
relevant armed forces legislation. 

• This disregard means that they do not county for council tax even 
though the sentence may
remains their main residence.  For the period in custody they will be 
disregarded even if it is only for a few days or weeks.  

• This disregard will not apply to those imprisoned for non-payment of 
Council Tax or other fines but can apply if a person is imprisoned for 
non payment of community charge or non domestic rates. 

persons resid
dwelling und
1992. 
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 Se rve ely Mentally Impaired  

• For Council Tax purposes, this is defined as ‘an impairment 
to mental and social functioning, however caused, which 
appears to be permanent’.  

• A person shall be disregarded for the purposes of discount: 
� If they have a certificate of confirmation from a registered 

medical practitioner; and 

t 

wance 

des a Disability Premium (this 
e of the partner of the 

red person) 
 

 severely mentally 
impaired may not be jointly and severely liable. 
 

impairment was issued to all general medical practitioners, by the 
Department of Health, in March 1993.  This advice confirmed that 
medical practitioners should not make a charge for providing such 

 Child 

� they are in receipt of a qualifying benefit such as: 

• Care component of the Disability Living Allowance paid a
the highest or middle rate 

• Incapacity Benefit 

• Attendance Allowance 

• Disability Working Allo

• Income Support which inclu
still applies when paid in the nam
Severely Mentally Impai

Any person who falls to be disregarded as

Advice on Council Tax discount for people with severe mental 

confirmation. 
Benefit 

A ve 
reache s entitled to child benefit for 
them. 

 Students 

 person shall be disregarded for the purposes of discount if they ha
d the age of 18 and someone else i

 
poses during any period in which Students are disregarded for discount pur

they fall within the defin
The

king a qualifying course of 
education

ition of student under Council Tax legislation. 
 term student covers 

� A person on a full time course of education at a prescribed educational 
establishment 

� A person under the age of 20 underta
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A full time

� A foreign language assistant 

 course is: 

• A course at a prescribed educational establishment (such as a 
university, theological college or any other institution established solely 
or mainly for the purposes of providing further education courses) and 

 
It sh
Armed Forces is not included as a prescribed educational establishment. 
If a course is a full time course and requires an undertaking of work 
experience this is allowed as long as the work is relevant to the subject 

If pe
the p
the c
A qu

• A course which lasts for at least a year and 

• A course which requires attendance for at least 24 weeks a year and 

• A course which requires at least 21 hours per week study in 
attendance 

ould be noted that a Ministry of Defence training establishment for the 

matter of the course. 
riods of work experience exceed the periods of study as a whole, then 
erson will no longer qualify as a student. The only exception to this is in 
ase of Teacher Trainees. 
alifying course is: 

• Not a full-time course, but does exceed 12 hours study per week and 

er than 3 months and 

 
 
 
A foreign language assistant must be registered with the Central Bureau for 

 Appre

• A course which lasts long

• Not taken as a consequence of employment and 

• Not principally taught through correspondence and 

• Where study/tuition normally takes place between 8.00am and 5.30pm

Educational Visits and exchanges. 
 

ntices 
 the purposes of disregard an apprentice means a person, regardless of 
, who is: 

For
age

• employed to learn a vocation or trade 

• studying for a qualification accredited to the National Council of 
Vocational Qualifications 
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ss than £160 per week and this salary is 
s 

 
 
  Stude

• receiving a salary of le
substantially less than would be received if the qualification wa
obtained. 

nt Nurses 
For
a c
He
and
 

outh Training Trainees

 the purposes of disregard a student nurse means a person undertaking 
ourse which would lead to registration under the Nurses, Midwives and 
alth Visitors Act 1979. They would be studying at a college of nursing 
 midwifery or a college of health. 

Y  
For the purposes of disregard, a Youth Training Trainee means a person: 

• Under 25 years old and 

 Employment & Training Act 1973 which is 
approved training for the Social Security Contributions & Benefits Act 

The nd a number of other 
schemes such as Options, Future and Next Step. 

Hospital Patients

• On a course under the

1992 
 

definition also extends to Youth Credit Trainees a

 
  

A person who has their sole or main 

the
res
This disregard applies in respect of NHS hospitals within the meaning of 
the National Health Service Act 1977 (including NHS Trust hospitals) and 

     Therefore a person shall not be disregarded if they are a patient in a private 

Thi o 
has y 
cas

Pa

residence in a National Health Service 
hospital is disregarded and consequently, where a hospital is entered in 

 valuation list as a dwelling, none of the patients are counted as 
idents for Council tax purposes.   

to residents in military hospitals. 

hospital. 
s disregard is not applicable to private dwellings, since any person wh
 left their dwelling to have their main residence in a hospital will not in an
e be counted as resident in the dwelling for Council Tax purposes. 

 
tients in Homes 

A person shall be disregarded for the purposes of discount if: 

• They have their sole or main residence in a residential care hom
nursing home, mental health nursing home or hostel an

e, 
d
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• They are receiving care and/or treatment in the home or hostel. 
Any person resident in the home who is not

a 

Again 
 
 Care Workers

 receiving care or treatment is not 
disregarded and this will include anyone living in the home other than as 
patient e.g. resident staff or resident proprietor and his family. 
this discount does not apply to private dwellings. 

 
Care workers are disregarded provided they satisfy the conditions set out 

ither Part I or Part II of the Schedule to the regulations.  in e
 
Under Part I, a carer must be ; 

e 

• employed for at least 24 hours per week 
• paid no more than £36 per week and 
• be resident where the care is given or in premises, which have been 

provided for the better performance of the work. 

Under Part II a carer must be: 

• Resident in the same dwelling as the person receiving care or support 
and 

d 
erson 

e  
an increase in the rate of disablement pension paid at the highest 

 
at the 

• Providing care or support on behalf though a connection with th
Crown, a charity or local authority  

 

• providing care for at least 35 hours per week on average an
• not a disqualified relative. This relates to the partner of the p

receiving care or the parent of a child under 18. And 

• providing care to a person who is entitled to one of the following:  
a higher rate attendance allowance  
the highest rate care component of disability living allowanc

rate  
an increase in constant attendance allowance. 

There can be more than one home carer in one property, providing th
above criteria are met in each case. 
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 Residents of Certain Hostels and Night Shelters 
Anyone who is resident for the time being in accommodation for the 
homeless is disregarded provided that the accommodation is not 
comprised of self contained sets of premises and is used essentially for 
persons of no fixed abode. 

 
 

International Headquarters and Defence Organisations 
This includes those members, or dependants of a member, of such 
organisations und

          
er the International Headquarters & Defence 

r Atlantic, and the Channel Committee amongst 

 

Organisations Act 1964. Such organisations include the Supreme 
Headquarters Allied Power Europe, the Headquarters of the Supreme 
Allied Commande
others. 

 Religious Communities 
           This includes members of religious communities whose principle 

occupation consists of prayer, contemplation, education and the relief of 
 have no income of their own and are reliant on 

 

suffering. The residents
the community for their needs.  As previously mentioned, this would 
make the owner liable, if all persons resident in a dwelling fulfilled this 
criteria. 

 School and College Leavers 
This category covers young persons aged 18 or 19 who leave school or 
college between 1st May and 31st October in any year. This allows any 
discount to continue until 1st November regardless of whether their 
circumstance. This assists those students who have completed their A-
levels in May, but do not start University until October.  

 
 Members of Visiting Forces 
This class applies to a person who has a ‘relevant association’ with a 

inarily resident in the UK. 

visiting force under the Visiting Forces Act 1952.  A ‘relevant 
association’ is defined as being someone who is a member of the 
visiting force, a member of the civilian component of such a force, or is 
someone who is dependant of such a member and who is not a British 
citizen or ord



 

 
Foreign Spouse of Student 
This class applies to a spouse or dependant of a student (as previously 

 employment or from claiming 
benefits. 

 
Diplomats

defined) and who is not a British citizen, and is prevented by the terms 
of their entry into Britain from taking paid

 
This class applies to a person covered by diplomatic privilege under 
provisions including the Diplomatic Privileges Act 1964, the 
International Organisations Act 1964 or the Commonwealth Secretariat 
Act 1996. The status becomes invalid if the person is a British citizen or 
subject, or a permanent resident of the UK. 

 
Awarding a Discount 

 
Single Person Discounts 

 
� Upon receipt of a request for a single person discount either by 

application form, letter or completion of Occupation Voucher, the 
details supplied must be check for completeness. 

 
� If the claim is form a new account – i.e. taxpayer has just moved into 

property and has always been the sole occupier the discount may be 
awarded. 

 
� If applicant requests that the single person discount to be backdated 

more than 6 months, further investigation is required i.e. why they did 
not apply at the time. However this is not necessarily a reason for 
refusal.  These cases must be referred to an experienced Council Tax 
officer for decision. 

 
� If a forwarding address for the vacating person is supplied, the discount 

may be awarded. 
 
� If for any reason you feel that the application may be fraudulent then 

you may contact the local authority for the address given to check the 
details.  Alternatively you may write to the outgoing person form 
confirmation that they have moved.  This would be the exception rather 
than the rule.  If you take this option the work should be put into 
pending on Comino until the information is received. 

 
� Where someone vacates leaving one adult in the property, you must 

establish that the move is permanent.  If it is a temporary absence no 
discount will be applicable.  Associated with this are people working 

7. 
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away ’s sole or 
main residence must be considered before awarding the discount.  

 
 
� If no forwarding address is provided on the application form, write to 

the taxpayer, to establish a way of contacting the vacating person e.g. 
work or parent address.  If no address is forthcoming the discount 
should be awarded based on the applicants signed request unless 
there is evidence to suggest that the remaining person is not the sole 
occupier of the property. 

 
� In complex cases or where there is some doubt as to the validity of the 

claim a full report on the case will be prepared and referred to a senior 
officer for decision. If discount is allowed the system will be updated 
accordingly. If not a letter will be sent to the applicant explaining 
situation. 

 
� Single Person Discounts are reviewed in accordance with Council 

Policy. 
 
� When a discount has been awarded, a Council Tax Adjustment Notice 

is sent to the taxpayer. If the taxpayer believes this discount is 
incorrect, or their circumstances
the authority within 21 days.   
 
Status Discounts 

 
� An application form is required for every status discount application. 
 
� Depending on which status discount is applied for the relevant 

B 
or 

benefits purposes  this will be accepted for the status discount 
application and will ced again.  However the 
application form must still be completed.  In such cases when sending 
the form out write next the evidence needed “already supplied” or 
words to that effe

� All status discount need to be approved/rejected by a senior office.  A 
request for approval/rejection form is to be completed and passed with 
the paperwork to the senior officer.   

� If the application is rejected a refusal letter is sent setting out the 
reasons and advising of the taxpayers rights of appeal. 

 
� If the application is approved the status discount should be actioned on 

the system and a Council Tax Adjustment Notice issued together with a 
covering letter confirming the award and advising them of their 
obligations to advise us of any change, which may affect the award.

 from home either in this country or abroad.  A person

 have since changed, they must advise 

evidence must be provided e.g. student certificate for students.  N
Remember that where such evidence has already been provided f

 not be required to be produ

ct. 
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� A review date must be entered on the system when the status discount 

is awarded.  The review date will depend on the circumstances and the 
ount concerned.  In any event the review date must not be more 

�  on a regular basis.  The system 
d 

ir 
w 

� is to c ntinu  the r iew date 
must be updated. 

� If following the review the status discount is to be cancelled e.g. they 
have left their course and are no longer a student the discount must be 
cancelled from the appropriate date and a Council Tax Adjustment 
Notice is to be sent.   

. Rising Eighteens 
� A listing is received from the election office annually giving details of all 

persons in the district who will become eighteen during the coming 
financial year. 

� Each account is checked and the account notepad is narrated with the 
name of the person and the date of their eighteenth birthday. 

� If the account is in receipt of a Single Occupier Discount, Status 
Discount or Exemption a diary date of R18 is entered on the account 
details notepad, with the date of the eighteenth birthday. 

� When the diary is reported the account is checked and the Single 
Occupier Discount/Status Discount/Exemption is cancelled from the 
relevant date. 

� If there is no benefit on the account, or there is benefit but no details of 
the rising 18 year olds circumstances, the adjustment notice is sent 
with a covering letter and explanatory booklet giving details of the 
disregard categories, inviting the taxpayer to apply for a discount if 
applicable. 

� If the benefit records show that any other status discount would be 
applicable e.g. child benefit is payable the adjustment notice is sent 
with a covering letter and appropriate discount application form, inviting 
the taxpayer to apply for the discount.  If the evidence is available of

disc
than one year in advance. 

 
 

All status discounts are reviewed
provides a weekly report of all status discounts due for review base
on the review dated entered on the system.  The review will take the 
form of a review letter asking the taxpayer to confirm the
circumstances and provide any further evidence required e.g. ne
student certificate. 

 
If following the review the status discount o e ev

 

 
 
8
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the benefit file then this 
app a
 

 
 

 
 
 
 

 
 
 

is not required to be supplied again but the discount 
lic tion form will still need to be completed. 
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1. 

• he Local Government Finance Act 1992 (LGFA 92) prescribes 23 
clas ll 
within th nd have a valuation 
and but are exempt from the charge. An ‘Exempt Dwelling’ means any 

 

• 

 

• 

(i) in 
oat it is unoccupied or (ii) in any other case, 

the 
 
 
2. Summa
 
Class A 

Class B ed by a charity 
Class C 
Class

Class ccupied dwelling due to person now living in a 

Class F 
Class G Unoccupied dwelling where occupation is prohibited by 

Cla dwelling held for a minister of religion 
Class I erson living elsewhere to 

Class J 
rovide care 

Overview 
 

T
ses of dwellings that are exempt from liability. Properties that fa

ese classes still appear on the valuation list a
b
dwelling, which falls within one of the 23 prescribed classes. 

If a property is exempt, then Council Tax is not payable for as long as 
the requirements for that exemption are continually met. Exemptions 
can apply to both occupied and unoccupied dwellings, whether 
furnished or unfurnished.   

Within exemptions the following definitions need to be clarified; 
‘Unoccupied’ – an unoccupied dwelling means one in which no one 
lives  ‘Vacant” means for the purposes of Class A & C means that 
the case of a caravan or b

dwelling is unoccupied and substantially unfurnished 

ry of all Exempt Classes 

Vacant dwelling requiring or undergoing repair or 
alteration 
Unoccupied dwelling own
Vacant dwelling for up to six months 

 D Unoccupied dwelling due to person being detained 
elsewhere 

 E Uno
hospital  
or care home 
Unoccupied dwelling where taxpayer has deceased 

law 
ss H Unoccupied 

 Unoccupied dwelling as p
receive care 
Unoccupied dwelling as person living elsewhere to 
p
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Cla

Cla

Class M  Students’ hall of residence 
Cla leavers 
Cla ces accommodation 
Class P  accommodation 
Class Q

Class R
Class S  
Cla
Cla cupied by the severely mentally impaired 
Class V 
Cla

Diplomats 

  
 
 
3. Un
 

• Pro
exempt from Council Tax. It is not enough that a property is simply 

 
• Many of the exemptions listed below mirror those within the 

 

 

ss K  Unoccupied dwelling left unoccupied by a student 
owner 

ss L Unoccupied dwelling where a mortgagee is in 
possession 

ss N  Occupied only by students or by school/college 
ss O UK armed for

 Visiting forces
 Unoccupied dwelling left unoccupied by a bankrupt 

person 
 Unoccupied caravan pitch or boat mooring 

Occupied only by persons under the age of 18 
ss T 
ss U 

Unoccupied annexe 
Oc

ss W Occupied Granny annexe 

occupied Exempt Dwellings 

perties that are unoccupied but meet the criteria listed below are 

unoccupied. 

‘disregarded discount’ classes. 

 

Class A – Vacant Dwelling undergoing repair or alteration 

• It is unoccupied and substantially unfurnished and 

r has undergone, structural alteration 
 

• 12 months from the date the property became vacant or 

The dwelling is exempt if it: 

• Requires, or is undergoing, or has undergone major repair work 
to make it habitable or 

• Is undergoing, o

As long as the property remains vacant, the exemption is valid for 
whichever is the lesser of: 
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• 

 
st

is  discount will be 
awarded until the property becomes occupied. 

 
Class B – Owned by a Charity

6 months after the repairs or structural works are substantially 
completed  

The time limit on this exemption was introduced on 1  April 2000, in a 
Government drive to bring empty properties back in use. If the property 

still vacant after the time limit runs out a 50%

 
The exemption will cease when anyone moves in to the property, or if 
furniture is moved in so that the property is no longer substantially 
unfurnished. 

 

and 

• and 

     This ex awarded for a maximum period of six months from 
the da it be
 

Class C – Vacant and Newly erected dwellings

The dwelling is exempt if it: 

• Is unoccupied (whether furnished or unfurnished) 

Owned by a charity 

• Last occupied for the purposes of that charity 
emption may be 

te came unoccupied. 

 
Vacant 
When a property is unoccupied and furnished, a 50% discount is 
applied. However, if the furniture is removed, to the point of being 

e date 

50% discount will then be awarded until 
e  If the property becomes furnished or occupied 

ption will cease and Council 
x

New properties

substantially unfurnished, then this exemption will apply from th
the property became vacant (e.g. unoccupied and substantially 
unfurnished). 
The exemption applies for a maximum of six months. If the property is 
still vacant after six months, a 
th  property is occupied.
within the six month period, then the exem
Ta  becomes payable. 
 

 
pt from Council 

 from the date of 
mpletion notice is served by the local 

auth pletion notices are 
serv
 

• Where the billing authority believes that the work remaining on a 

Newly erected properties, which are vacant, are exem
Tax for a maximum of 6 months. The six months starts
the completion notice. A co

ority on all newly erected properties. Com
ed on the owner in one of two circumstances: 

new building can reasonably be expected to be completed within 
3 months. 

or 
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• Where the billing authority is satisfied that the building is 

 is still vacant after six months, a 50% 
ded until the property is furnished. If the 

property becomes furnished or occupied within the six month period, 

If the property is sold after the six month exemption has expired, and 

. The exemption relates to the property, and 
not to the owners. 

ty by a person detained elsewhere

complete.   
 

As with above, if the property
discount will then be awar

then the exemption will cease and Council Tax becomes payable. 
 

the new owners also leave the property vacant, the new owners can 
not claim the exemption

 
Class D – Dwelling left emp  
The dwelling is exempt if:  

• It is unoccupied and has been the liable person’s sole and main 

•  is detained by a court, remanded in custody or 
detained under military law and 

 period 
since it has ceased to be their sole or main residence. 

The exemption will remain valid for the whole period the above 

 
Class E – Dwelling left empty by a person living in a hospital or care 

residence immediately prior to them being detained and 

 The liable person

• The person must be a relevant absentee for the whole of the

 

circumstances exist. The exemption does not apply if the liable person 
has been detained for non-payment of Council Tax or other fines, but 
does apply if they are in prison for non payment of community charge or 
non domestic rates. 

home 
The dwelling is exempt if: 

• It is unoccupied and has been the liable person’s sole or ma
residence immediately prior to becomin

in 
g a resident in a hospital, 

residential care home, nursing or mental health nursing home and 

t 

• The person is a relevant absentee for the whole period since it has 
or main residence. 

 The exemption will remain valid for the whole period whilst the above 
circumstances exist. 
 
 
 

• The liable person in the hospital or home is receiving treatmen
and/or care and 

ceased to be their sole 
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Class F – Unoccupied dwelling where taxpayer has deceased 
The dwelling is exempt if: 
 

d the deceased person was the owner and 
liable person immediately prior to their death. 

 
B la all 
times be owned by a living person. Therefore, at the instant of a 

person’s estate. 
For example, the liable name would change from ‘Mr John Smith’ to 
‘Exors of John Smith’.   

ied as a 
 dwellings which were already unoccupied 

 Council Tax. 

• If the dwelling becomes occupied by another person or 

exemption will not arise, because the property has not been left 
unoccupied by the deceased person. The liability will pass over to the 

In the cases where a property was already unoccupied and jointly 
owned (e.g. a second home), the death of
a u

 

• It is unoccupied an

y w all property, if not owned by an operating company, must at 

person’s death, ownership of their property is temporarily transferred to 
a person known as the ‘personal representative’ of the deceased 
person, usually the executor (exors) of the deceased 

The exemption applies to properties which became unoccup
consequence of death and to
where the deceased person had been solely liable for
The exemption will cease: 

• On disposal of property, whether to beneficiary or upon sale or 
• By the re-letting of a rented property, so that the personal 

representative of the deceased is no longer liable for rent or 
• Where the property or the tenancy has not been disposed of 6 

months after the date of probate or letters of administration. 
After this time a 50% discount will be awarded until one of the 
above three options occurs. 

 
In the cases where there are other people resident in the property, an 

other resident. 

 one of the joint owners is not 
 q alification for exemption. 

Class G – Unoccupied dwelling where occupation is prohibited by law 

rliament with a view to acquiring the dwelling (e.g. demolition 
orders) 

 

The dwelling is exempt if: 

• Occupation is prohibited by law or 
• Re-occupation is prohibited by an action taken by any Act of 

Pa
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Prohibition on occupation does not include individual disputes between 
tenant and landlord. The exemption only applies when the property is 
unoccupied. If squatters take residence, the exemption will cease and the 
squatters become liable.  

ling held for a minister of religion
 

Class H – Unoccupied Dwel  
The dwelling is exempt if:  

• It is unoccupied and 

• It is being held available for a minister of religion as a residence 
from which they will perform the duties of their office 

 

Cass I – Unoccupied dwelling as person living elsewhere to receive care

• The denomination of the minister, the last use, and the current 
owner are not relevant in determining this exemption. 

 
The exemption will apply for as long as the above conditions are 
continually met. 

 
 

I ence before they moved 
elsewhere to receive care and 

nt absentee for the whole period since it 
has ceased to be their sole or main residence. 

ed to in order to receive care is not a 
hos al
hom  T

r the w s exist. 
 
 
 

Class J – Unoccupied dwelling as person living elsewhere to provide care

The dwelling is exempt if: 

• It is unoccupied and 

• t had been the person’s sole or main resid

• The personal care must be because of old age, disablement, illness, 
past or present alcohol or drug dependence, or past and present 
mental disorder and 

• The person must be a releva

 
The place the person has mov

pit , residential care home, nursing home or mental health nursing 
e. his is covered in exempt class E. The exemption will remain valid 

hole period the above circumstancefo

 

d 

• 
e

The dwelling is exempt if: 

• It is unoccupied an
It had been the person’s sole or main residence before they moved 

lsewhere to provide care and 
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• The care provided must be because of old age, disablement, 
illness, past or present alcohol or drug dependence, or past and 
present mental disorder and 

• 
it has ceased to be their sole or main residence. 

 
he dwelling that the person providing care now lives in does not need to 

The person must be a relevant absentee for the whole period since 

T
be the dwelling the person receiving the care lives in. It must be a place 
from which the care is better provided. The exemption will remain valid for 
the whole period the above circumstances exist. 

 
Class K – Dwelling left unoccupied by a student owner  
The dwelling is exempt if: 

• It is unoccupied and 

 a qualifying person who is also a student, and 
h  since the premises were 
la

• by a qualifying person who became a student 
within 6 weeks of the day it became unoccupied 

 
The exemption will remain valid for the whole period the above 
circum

 
Class L – Unoccupied dwelling where a mortgagee is in possession

• was last occupied by
as been a student for the whole of the period
st occupied or 

was last occupied 

stances exist. 

 
The mortgagee is the lender of a loan secured by the dwelling and the 
owner 
would 

• 

• The property has been re-possessed. 
 
The exemption remains valid until the property is sold, let or occupied. 

 
Class Q – Dwelling left unoccupied by a bankrupt person

of the dwelling is the person who received the loan. The dwelling 
be exempt if: 

It is unoccupied and 

 

 
The dwelling would be exempt if: 

• It is unoccupied (furnished or unfurnished) and 
• The liable person is a bankrupt 

 
The exemption applies even if the bankrupt person is jointly liable with 
someone else. The exemption remains valid throughout the entire period 
the situation exists. 
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Class R – Unoccupied caravan pitch or boat mooring 
The pitch or mooring is exempt if: 

• It is unoccupied 
 

Class 

The exemption will last until the pitch or mooring becomes occupied. 
 
T – Unoccupied annexe 

 dwelling will be exempt if: 
 
The

• It is unoccupied and 

hich includes another dwelling and 

• It may not be let separately from that other dwelling, due to planning 
control restrictions 

 
The x  above situation exists. 
 

4. 
 

• A ‘six week rule’ applies in certain unoccupied exemptions which have 

 

• 
ensures that people do not move in 

 

• 

 
• 

 of the exemptions listed below 
nce 

• It forms part of a single property w

 e emption remains valid for as long as the

Six Week Rule for Previously Unoccupied Dwellings 

a time restriction on them. This rule applies when a previously 
unoccupied property, with an exemption, becomes occupied for a 
maximum of six weeks.  For the occupied period, the resident(s) will be 
billed. 

When the residents move out, the exemption will commence again as if 
it has never been interrupted. This 
to a property for very short periods of time, to enable the time-restricted 
exemption to commence again time after time. 

For periods of occupation over six weeks, the exemption can start again 
from the date the property becomes unoccupied once more.  

 
5. Occupied Exempt Dwellings 

Dwellings that are occupied but meet the criteria listed below are also 
exempt from the Council Tax. Some
mirror those within the ‘disregarded discount’ classes. The differe
between getting a discount or a complete exemption, is dependant on 
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either how many residents there are in a dwelling or whether the 
person who falls within the class is a liable person.  

 
Class M – Students’ halls of residence 

 d

nts (this does extend to tutors) 

Ac s does not qualify for the 
for full-time students of nursing 

 
la eavers

A welling will be exempt if: 

• Occupied predominately by stude

• Owned or managed by a prescribed educational establishment 
 

commodation provided for student nurse
exemption. However, accommodation 
courses at a prescribed educational establishment does. 

C ss N – Occupied only by student or by school/college l  
A dwelling will be exempt if it is: 

ers and 

 
The
Brit
from  continue during 
academic vacations, as long as the liable person intends to return to the 

Fro properties that are 
solely occupied by students the Landlord/owner of the property will become 

a s to the non-student 
occupier. 

 
Class O – UK armed forces accommodation

• Occupied only by students or school leav

• Only occupied as term-time accommodation 

 exemption also covers a student’s spouse or dependant who is not a 
ish citizen and who is prevented, by the terms of their entry to the UK 
 working or claiming benefits. The exemption will

dwelling. 
m 1st April 2004 legislation changes mean that for 

the liable person for council tax purposes. Once any occupier ceases to be 
tudent then the liability for council tax will revert 

 

• Occupied or unoccupied property which is held for the purposes of 
etary of State for 

Defence 

This includes barracks and married quarters and can be located 
anywhere. It does not include police accommodation. The Ministry of 

wh
pay

A dwelling will be exempt if it is an: 

armed forces accommodation, owned by the Secr

 

Defence pay contributions in lieu of Council Tax to the billing authorities 
ich broadly match the amount of Council Tax which would otherwise be 
able. 
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Class P – Visiting forces accommodation 
A dwelling will be exempt if: 

nt of such a force, or is someone who is a 
dependant of such a member and is not a British citizen 

This dwelling will be exempt, even if t
property who do not have such

Thi
dis
res
per

 
Class S – Occupied only by persons under the age of 18

• A liable person is a member of a visiting force, a member of the 
civilian compone

 
here are other people resident in the 

 an association. This is so that spouse’s of 
member’s of a visiting force will not become liable to pay Council Tax. 

s class is listed in ‘persons of other descriptions’ for the purposes of 
count disregards. A discount could be given, depending on the amount of 
idents, in a dwelling where the member of a visiting force was not a liable 
son. 

 
A dwelling will be exempt if it is: 

• Occupied by a person or persons under 18 
 
By law, a person under 18 cannot hold a legal interest in property. Where all 
residents are under 18, the owner would be the liable person under the 
hierarchy of liability rules. The owner would be entitled to this exemption 
because all residents are under 18. 

 
Class U – Occupied by the severely mentally impaired 
A dwelling will be exempt if it is: 

• Occupied by one, or more severely mentally impaired persons who 
would be liable to pay Council Tax 

 
If all residents are severely mentally impaired, the Council Tax bill will be in 
the name of the liable person(s), but an exemption is awarded.  The dwelling 
will also be exempt if occupied by one or more students, as well as the 
severely mentally impaired person.  

 
Class V – Diplomats 
A dwelling will be exempt if: 

• At least one liable occupant is a covered by diplomatic privileges 
under provisions including Diplomatic Privileges Act 1964, the 

 



 

International Organisations Act 1964 or the Commonwealth 
Secretariat Act 1996 

• The premises is the Diplomat’s sole or main residence in the UK 
 
The exemption becomes invalid if the person is a British Citizen or subject, or 
a permanent resident of the UK. As with Class P, this class is listed in 
‘persons of other descriptions’ for the purposes of discount disregards. A 
discount could be given, depending on the amount of residents, in a dwelling 
where the member of a visiting force was not a liable person. 

 
Class W – Occupied annexes 
The dwelling will be exempt if 

• The annexe is part of another property and 

• Is occupied by a dependant relative of the family (who occupy the main 
part of the property) 

 
Dependant is defined as someone: 
1) aged 65 years or over or
2) severely mentally impaired or 
3) substantially or permanently disabled  

 
Relative

 

 is defined as: 
1) the spouse or 
2) the person’s parent, child, grand-parent, grand-child, brother, sister, 

3) 
 

and: 
• a relationship by marriage shall be treated as a relationship by blood 

• a relationship between a man and a woman living as husband and wife 
shall be treated as a relationship by marriage 

• the step-child of a person shall be treated as their child 
 

6. Awarding an Exemption 
 

• When calculating liability in a dwelling, the local authority must take 
reasonable steps to ascertain if an exemption should be granted. 
‘Reasonable steps’ these will include periodic postal surveys, enquiry 
forms, leaflets with information on exemptions being posted with annual 

uncle or aunt, nephew or niece or 
the ‘great or ‘great great’ of any of number 2 
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bills, and accurate checking of supporting evidence submitted with 
applications during communication with taxpayers. In addition, the council 
Inspectors will carry out regular visits to unoccupied exempt dwellings.  

• In cases where the council has no reason to believe that a dwelling is 
exempt, it will be assumed that it is a chargeable dwelling for purposes of 
Council Tax.  Where an assumption has been made, the council will issue 
written notice, outlining the assumptions made and exemptions given, as 
soon as reasonably practical. This notice will be sent for each financial 
year the exemption is given. 

• The notice in cases where an assumption has been made will be 
accompanied by: 

• the Valuation Band of the dwelling 

• information about proposals to alter the list and Valuation Appeals 

• the amount of Council Tax which would have been payable 

• the summary of the exemption classes 
 

• If the taxpayer believes the exemption is incorrect, or their circumstances 
have since changed, they must advise the authority within 21 days. 

• The Local Government Finance Act 1992 (LGFA 92) gives local authorities 
Council the power to impose civil penalties in certain circumstances. These 
broadly fall into two categories, failure to supply information that the 
council is allowed to request, or deliberately supplying false information. If 
a person fails, without reasonable excuse, to notify the council that the 
assumption they made when awarding an exemption is incorrect, or when 
circumstances have changed 

• Taxpayers who obtain a discount by knowingly supplying false information 
can also be prosecuted under the Theft Act 1968. 

• Where the council has not awarded an exemption, the owner or resident 
can apply in writing to the authority giving their reasons why the dwelling 
should be exempt. 

7. Specific Requirements for each Class 
• There are no application forms for exemption.  A request for an exemption 

may come in the form of a letter, telephone message or as the result of a 
visit from an inspector. 

 
• The majority of classes of exemption other than the most common 

exemptions require authorisation from a senior officer and an exempt file 
to be set up. 
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• 

 
• ptions may be backdated as there is nothing in the legislation to 

 must be obtained to ascertain that 
the exemption was applicable at that time. 

 
• Class A – an inspector should visit the property and confirm the state of 

ks required or works in progress 
 

• 
 

• Class D – write to prison to confirm details. 
 

• ss E – contact the nursing home, preferably by phone to obtain 
e 

per e 
exemption may be granted.  Provided that the person did not return home 

granted from the date they first moved 

 
• Class F – maintain regular contact with executors to establish date of 

probate or when letters of adminis ration are issued. 
 

• Class G – check with environmental dept to confirm if property is unfit for 
habitation or if subject to closing order if applicable. 

 
• riting of all details, 

including letter from doctor if possible.  

• ming empty, property should be class N check 
student certificate before granting exemption. 

 
• Class L – confirm details with appropriate mortgagee. 

 
• Class N – Send student discount application forms for details and student 

certificates of all residents. 
 

• it 
 

 
• Class T – check with planning to confirm whether planning restrictions 

prohibit owner from letting annex separately before granting exemption. 

Exemptions are reviewed on a regular basis depending on the 
circumstances and they type of exemption.  The review period would not 
in any event be longer than one year. 

Exem
prevent this.  However sufficient proof

wor

Class B – details of charity should be held on system. 

Cla
co

t

nfirmation of the date the person occupied and the date they becam
manent.  Once they are confirmed as a permanent resident th

in this period the exemption may be 
into the home not the date they became permanent.   

Class I and Class J – request confirmation in w

 
Class K – prior to beco

Class S – such cases are usually Council owned properties or benef
cases where full details of dates of birth are known. If necessary write to
obtain proof of age (e.g. copy of birth certificate).  
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• verely mentally impaired discount application forms to 

 
• Class W – Obtain confirmation of details from taxpayer, including age of 

dependent relatives.  
 

• If a request for an exemption is refused a refusal letter (standard letter) 

 

ome 
occupied property, 

 
 

Class U – send a se
obtain full details of all residents.  

setting out the reasons must be sent.  This letter must also advise the 
taxpayer of their rights of appeal. 

• Where the exemption is time limited eg Class F ceases 6 months after 
probate if property not sold, the system will provide a list which will prompt 
the team to close down the exemption.  A 50% charge will then bec
payable.  They will then be treated as an ordinary un
each case should be reviewed at this time.  
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1. Overview 
 

 

• There must be at least one ‘qualifying individual’ in the dwelling, who 
use it as their sole or main residence 

And 
• there must be provision of at  

• a second bathroom or kitchen, which is required for meeting the 
needs of any qualifying individual resident in the dwelling  

or 
 kitchen, which is predominately 

ired to meet the needs of, any qualifying 
individual resident in the dwelling  

o
•

Q

• A reduction in Council Tax is available for properties where disabled
persons live. The disabled person may be an adult or a child. Disabled 
Persons Relief can be awarded providing certain criteria are met: 

 least one of the following: 

• a room, which is not a bathroom or
used by, and is requ

r 
 sufficient floor space to permit the use of a wheelchair required for 

meeting the needs of any qualifying individual resident in the 
dwelling 

ualifying Individual is defined as:  
‘A person who is substantially and permanently disabled (whether by 
illness, injury, congenital deformity or otherwise)’  
Required for meeting the needs of the qualifying individual is further 
defined as it being either essential or of major importance to the well 
being of the disabled person by reference to the nature and extent of 

• A wheelchair is not considered to be required to meet a person’s needs 
if it is not used within the 

 
2. Calcula

• The amount of relief awarded is dependent on the valuation band of 
the arded, the liable person’s 
Council Tax bill is reduced to that of
imm  band is 
kno

 

• Disable
(since 2000. As there is no lower band than band A, the 
alte t 
5/9t

their disability. 

living space of the dwelling. 

tion of the Relief 

liable person’s dwelling.  If the relief is aw
 a dwelling in the valuation band 

ediately below the band it is currently in. The new lower
wn as the ‘alternative valuation band’.  

d persons relief can be awarded for dwellings in the Band A 
1st April 

rnative valuation band is replaced by substituting an amount set a
h of the band D liability. 
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. Awarding the Relief 

cil 
abled 

person. The council cannot
for rson acting on their 
beh

• A D ompleted and must contain a 
sign

• The ot 
dependent on the date the app

• 

• ch 
 to 

have not changed.  Occasionally the review will be carried out by way of 
inspections. 

• Dis ts 
and C s awarded first, and then the 
dis

 
 

 
 
 
   
 

3

• The person entitled to the reduction is the person liable to pay the Coun
Tax on the dwelling. The liable person does not need to be the dis

 award a reduction without a written application 
each financial year from the liable person, or a pe
alf.  

bled Relief Application form must bisa e c
ed statement from a doctor in support of the application. 

 Inspector must visit the dwelling. The disabled person’s relief is n
lication is received. It can be backdated 

provided we are satisfied that the circumstances existed at that time. 

All applications must be approved by a senior officer.  

Once the relief has been awarded, a repeat application is required ea
financial year.   In practice a review letter is sent asking the liable person
confirm that the disabled person is still resident and the circumstances 

abled Persons Relief can be awarded in addition to further discoun
ouncil Tax Benefit (CTB). The relief i

count or CTB is granted based on the alternative valuation band.  
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Management 
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1. Overview 
 

• This procedure deals with the Council Tax billing process, instalment 
schemes for collection, and general account management. The topics 
that are covered are: 

2.  
 

• The Council Tax bill is generally known as the ‘Demand Notice’. A 
Demand Notice must be served to liable persons for each financial 
year. The annual Demand Notices are generally issued in March 
before a financial year starts. They are also issued when a taxpayer 
moves in to a property at any time during the financial year. 

 

• The format of the Demand notice and the explanatory notes that are to 
accompany it are not prescribed, but the contents of the Demand 
Notice are. 

 

• A Demand Notice must contain statements as to: 

o The name of the person to whom it is given.  If after reasonable 
inquiry this can not be obtained, the notice may be issued to 
‘The Council Tax Payer’ 

o The date of issue 
o The period to which the notice relates 
o The address of the dwelling to which the notice relates 

wn council and Rochford District 
Council 

o The award of any discounts or relief’s and the dates they apply 
o The amount, if any, of any Council Tax Benefit 
o Details of any credits from previous years

o the Demand Notice (with explanatory notes and financial 
statements) 

o the Issue of the Demand Notice 
o service of the Demand Notice and Other Notices 

statutory Instalment Scheme o 

o payment by Agreement 
o adjustment Notices 

 

The Demand Notice 

 

o The Valuation band, and amount for that band 
o Percentage increase from the previous year for police, fire, 

county council, parish or to
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o The amount, payment date and payment methods for monthly 

instalments 

 

e: 
 

o Information on the Valuation List and Bandings 
o Details of circumstances when an exemption, discount or 

• Financial statements are also included with the demand notice, 
normally in a separate leaflet format. They provide financial information 
for the new and preceding financial year from Rochford District Council, 

 
• The financial statement will give the following information; 

 
o Estimate of gross expenditure and total service expenditure for 

the new and preceding financial year 
o A statement of calculation of budget requirements and any 

reasons for change in this requirement 
o A statement of the precepts in the authority’s area and the Band 

D equivalent 

 any changes 

 
• ade in the demand notice (e.g. a 

spelling mistake) but the amount to be paid remains correct, the 
 deemed invalid. The council will, however, send a 

o The name, address and telephone number for enquiries 

• Explanatory notes are also required. These can be part of the demand 
notice, or issued as a separate leaflet with the notice these will giv

disabled person’s relief may apply 
o Details regarding Council Tax Benefit 
o Appeals procedures if a dispute over a billing decision or listing 

on the Valuation List should arise. 
 

the county council and the police authority. Local parish council’s may 
also provide some financial information. 

o A statement of the councils outstanding loans and borrowing 
requirements 

o A statement outlining the number of fulltime staff for the new and 
preceding financial year, with an explanation of

o A statement of the total amount, and the amount per head, of its 
budget requirements, revenue support grant and redistributed 
non domestic rates 

If an omission or mistake has been m

demand notice is not
further notice correcting the mistake as soon as is practically possible.   
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. 

 
The following prescribed rules will be adhered to when issuing the demand 
otice: 

 occupied new properties which have yet to 
be given a band, the council will suggest that the occupants make 
monthly payments until a band, and then a bill, has been given. The 
council have no right, however, to insist on payment in these cases) 

• When calculating the bill, it will be assumed that circumstances (e.g. 
liability, discount, benefit) will remain the same throughout the whole 
period of the bill 

• Where joint and several liability applies, one demand notice may be 
issued in more than two names 

perty will be issued. 

• If the taxpayer moves within the area, a new demand notice 
(calculated on a daily basis) will be issued for the new property 

• A demand notice will still be issued even if the account balance is 
zero due to 100% benefit being awarded 

 
After the issue of a demand notice, any further change which affects the 
liability (e.g. discount, benefit) requires the issue of an Adjustment Notice.  
 
4. Service of the Demand Notice and Other Notices 

o Delivering it to the liable person 
o Leaving it at the usual or last known address 
o Delivering it to someone on the premises or by fixing it to an 

object, which can be considered easy to see. 
 

• For limited companies, service of a notice can be done by: 
o Post – to usual place of business or to its registered office 
o Leaving it at usual place of business or at its registered office 

 

• If the name of the person to whom the demand notice may be served is 
not known, then the notice will be served on ‘The Council Tax Payer’. 
However this is not done at RDC as this causes problems with

3 The Issue of the Demand Notice 

n

• There is no requirement to pay Council Tax until a demand notice has 
been issued. (In cases of

• Where a person has more than one property, a separate demand 
notice for each pro

 
• The rules regarding the service of notices state that it can be done by: 

o Post – to usual or last known address 
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•  recovery as whilst a demand may be issued in this format a summons 

• 
s moved away. A new 

forwarding address (and possibly a moving date) needs to be 
ascertained as soon as possible. 

• The demand notice will be issued: 

ill be sent by second 
class post. Summonses will be sent first class. 

 

. 
 

• stalments if the 
demand notice is issued before 30th April. After this date, and before 1st 

 
 
 
 
 
 
 

cannot. 

• If a notice is returned undelivered by the Post Office, then it cannot be 
considered as being served. This is important to remember when 
recovering Council Tax through the Magistrates’ Court because all 
notices have to be served correctly. 

The Post Office will provide a reason why the notice has not been 
delivered. In most cases, the taxpayer ha

o As soon as is practicable after the Council Tax for the year has 
been set or the occupant moves in to the property and  

o At least 14 days before the first instalment is due. 
 

• With the exception of summonses all notices w

 
  
5 Statutory Instalment Scheme 

Council tax is payable over 10 uninterrupted monthly in

January, the number of uninterrupted instalments given will be the 
number of whole number of months left in that financial year minus 
one.   

 
 
 

 
 

Month Demand was Issued  
No. of Instalment’s 

  

May 9 

4 
November  3 
December 2 
January 1 
February 1 

March 1 

April (or before) 10 

June 8 
July 7 

August 6 
September 5 

October 
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• ay’s notice will be given from the issue date of the demand 

ary and 31  March, Council tax will be payable 
in one instalment, due within 14 days. 

• The payment date under the statutory instalment scheme has been set 
by Rochford District Council as the 1st of the month.  

• 
 nearest £1, with the first instalment 

• 
hen the council may request 

 

 

 the amount of each instalment 

• Specify the due date of each instalment 

• Allow at least 14 days notice between the issue of the notice and first 

. 
 

• l may agree a separate payment agreement 
(also known as a ‘payment arrangement’). This is a separate 

The agreement is made between the taxpayer and the 
council, at their own discretion and varying dates and unequal 
instalments can be accepted. A separate notice will be issued to the 

lect this agreement. 

• If an agreement is not adhered to, the council will issue a reminder on 
 

payment was still not forthcoming. The council also has the discretion to 

• 

agreement.  

At least 14 d
notice to the first instalment due date. Where the demand notice is 
issued between 1st Janu st

The amount of each instalment is to be equal. The regular instalment is 
rounded up or down to the
amended to balance the total sum. 

Where the total bill is more than £10.00, but the instalments it would 
produce would be less than £5.00, t
instalments calculated over such a period that will create a regular 
instalment of £5.00. However RDC does not adopt this. It will allow 
minimum payments of £1.00. 

• Where the whole balance due is less than £10, the council can request 
the full balance in one instalment.  However RDC does this adopt this. 
Instalments on a demand notice will: 

• Specify

• Be consecutive months 

instalment due date 
 

Payment by Agreement 6

Rochford District Counci

agreement from the statutory instalments shown on a taxpayers 
demand notice. 

taxpayer when an agreement has been made.  The computer system 
will be updated to ref

an unpaid agreement instalment, followed by a cancellation notice if

cancel the agreement immediately. 

If a payment agreement is cancelled, the taxpayer will revert to 
whatever instalments, or recovery stage, they were on before the 
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7. 
 

• The Local Government Finance Act 1992 (LGFA92) does not specify 
methods.  

• Payment methods acceptable to the council will include cash, cheque, 

• It is wildly accepted that the collecting council tax by direct debit is the 

  
8. 

and notice, an Adjustment Notice will be sent. The Adjustment 
Notice will state the reason it has been issued. 

• For adjustments made on any discount or relief, the dates of these 
adjustments will be stated on the Adjustment Notice. For Council Tax 
Benefit Adjustments, the overall figure of CTB will be shown, the 

• nce, the 

 balance. 

• Where an adjustment leads to a credit on the taxpayers account, the 
authority must issue an adjustment notice advising the taxpayer. The 

d to the taxpayer or offset against another 

 
9. 

 
• ccounts that are in credit 

and 

 

Payment Methods 

any particular payment 

• It does prescribe that a statement should be included with each 
demand notice detailing what payment methods are acceptable.  

postal order, credit/debit cards, direct debit, standing order and the use 
of internet payments.  

most cost effective way of collecting payments; it is for this reason that 
this method of payment should be encouraged at every opportunity. 

Adjustment Notices 
 

• When an adjustment is made to a taxpayer’s account after the issue of 
a dem

calculations will usually be sent under a separate decision notice. 
Where an adjustment leads to an increase in the total balance, the 
additional amount is due in one instalment in at least 14 days from the 
issue date of the notice. 

Where an adjustment leads to a decrease in the total bala
instalments will be adjusted to reflect this. If the taxpayer has lost their 
right to pay by instalments, or only had one instalment in the first place, 
the adjustment will just be made to the total

credit can either be refunde
liability (e.g. the new financial year). 

Credit Listings 
• Various credit listings are produced by the system. 

 listing CT6210 is produced daily showing aA
as a result of a payment being made. Each entry will be checked 
appropriate action taken. 
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payment being paid 
on an account, which is set up on direct debit. 

 
• 

 the taxpayer contacted 
advising them to quote the correct reference when making future 
payments. 

• A listing CT6330 is produced daily showing all bill records in credit. 

 
• 

• n credit due to too much Council Tax 
Ben fi
with ra

 
• It show

is set. These should be checked and where appropriate the inhibit 
rem

 
• It shows bill records that are in cr

errors must be corrected and bills withdrawn and re-issued where 
nec ss

 
• In add

showing every account in credit, for any reason. This listing should be 
run bi-annually and all the entries checked. 

tings credit balances are transferred to other 
a produced automatically from the 

system
the credit
ongoing li

 
• This exer

where pos

 
• If payment is an unusual amount or looks odd in any way it is traced, to 

ensure it has been allocated correctly e.g. a cash 

If the taxpayer is paying too much they are contacted informing no 
further payments are due. 

 
• If payments are being made on an old or closed account the payment 

is transferred to the correct account and

 

This must be checked every day. 

It details where the credit has been transferred by the system to 
another bill record. 

 
It shows where an account is i

e t. In such instances the benefit must be adjusted and bills 
d wn and re-issued. 

s where a bill record is in credit and the inhibit transfer indicator 

oved. 

edit due to any other error. These 

e ary.  

ition to the daily listings detailed above, a list may be requested 

 
• As with the daily lis

account where appropriate, refunds 
, payments are traced where necessary. If all attempts to return 

 to the taxpayer, either by refunding or transferring to an 
ability, the credit may be referred for write back. 

cise should be completed (i.e. all credit balances cleared 
sible) prior to annual billing. 
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10. npaid Cheques 

• up to 21 days in advance are held in 
cashiers’ office. On occasion, cashiers may ask for agreement to hold 
a che e
recovery o
post-dated  taxpayer 

ith a covering letter explaining the reasons. 

• ashiers will record each post-dated cheque held. These are filed on 
file in r o

 
• If cheque is to cover an agreed arrangement or to clear outstanding 

ank. 

account when cheque has been paid. 

• Unpaid cheques are returned to cashiers from bank. 
 

• 
 

• 
questing immediate cash payment. 

e recovery officer dealing with 
the account. 

 
11. Co c
 

• Co
p

• Ho
the e appropriate Council Tax accounts. 

rty becomes 

 
12. ta

• 

 Post Dated and U
Post-dated cheques dated 

qu  postdated more than 21 days – this is at discretion of 
fficer depending on circumstances of the account involved. If 
 cheque is unacceptable it must be returned to the

w
 

C
ec very office. 

debt, a hold is put on the account to prevent further recovery action. 
Diary note the account for 10 days after cheque date, to allow 
clearance at b

 
• Check 

 

Sign slip from cashiers to confirm unpaid. 

If alternative payment hasn’t been made to cover the unpaid cheque, 
write to taxpayer re

 
• Depending on circumstances, account may be held whilst awaiting 

payment, but this is at the discretion of th

un il Property Payments 

uncil Tax bills for unoccupied RDC properties are sent to Housing 
t periodically. de

using send a journal request listing all payments, showing debits to 
 Housing fund and credits to th

•  senior member of staff punches payments to the accounts, using the 
transaction code CNCL on the posting screen. 
A

• Payments may need to be reversed, e.g. if a RDC prope
occupied, creating a credit due to RDC. 

S ff Deductions 
Employees of RDC (including wardens) who live in the district may opt 
to pay their Council Tax by  deductions from their salary over 12 
months. 
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• To set up salary deduction, written authorisation is needed from the 

• 

 The payment method on academy will be amended “staff deduction”.  
The payment date on the profile screen will show as the 20th of each 

end the 
deduction before the 7  of each month.  

ll correct. If any problems, liaise with 
salaries/employee if necessary. 

• O year a 
list of each account on staff deductions is

 
13. Set
 

• If missing or incorrect sort code, refer to sort code book or relevant 
bank or building society. 

• If missing signature or account number, return to taxpayer with 

 
irect debit instruction is received on an unbanded property, this 

may be set up in the normal way and when a band and a charge is 
then put on the account the bill will show payments by direct debit

employee.  

Authorisation is passed to the salaries section with details of the 
monthly payments due. 

•

month. 

• Payments are made automatically every month and are shown on the 
transaction screen as STAFF. 

• Changes to an account paid by staff deduction which affect the 
payments should be notified to salaries to enable them to am

th

• A listing is produced towards the end of the financial year detailing all 
accounts paid by staff deduction. Check each account to ensure 
payments are sti

nce billing has been processed for the forthcoming financial 
 issued by the recovery office, 

to the salaries section indicating the forthcoming instalments due to be 
deducted. 

ting up a New Direct Debit 

• Check direct debit instruction or details given over the phone for 
completeness, and as far as can be verified using the bank wizard on 
the system.  

 

 

covering letter. 
 
 

• Check account details on system. If subject to recovery action, liaise 
with recovery team. 

 
• If any other diary code /note on the account, refer to the officer dealing. 

• If a d
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•  Where preferred payment date and or frequency is not indicated on 

 
14. t Debits 

 

 

end letter to taxpayer 
 and collect missed payment with the next 

 

o next stage of 

 
• Unpaid for any other reason – check with appropriate bank/building 

taxpayer if necessary. 

5. 
 

• 
hold the cancellation pending notification of any unpaid Direct Debit. 

 
• Ch

cancel
  

• If the cancellation results from the death of the taxpayer, suppress 
production of adjustment notice

mandate, assume 12 instalments, and next available collection date. 

 Unpaid Direc
 

• First check the reason for the unpaid instalment, and the account for 
any narration or diary code.  

• ‘Instruction cancelled’ – if Council Tax account is closed/to be closed, 
follow procedure for cancelling a Direct Debit.  

• ‘No instruction’ – check with bank/building society to confirm whether 
mandate has now been received. If yes s
explaining situation
instalment, unless advised otherwise. If no, cancel direct debit and 
send fresh mandate to taxpayer with explanatory letter. 

• ‘No account’- Cancel direct debit, send fresh mandate and explanatory 
letter. 

 
• ‘Refer to payer’ – If first unpaid on the account, send enquiry letter to 

taxpayer, and collect missed payment with next instalment (unless 
advised otherwise). 

 
• ‘Refer to payer’ – If second consecutive unpaid on account, cancel 

Direct Debit, send notification letter with adjustment notice.  If account 
is subject to recovery or enforcement action, liaise with recovery team 
as they may wish to contact taxpayer or proceed t
recovery, in which case the notification letter is not necessary. 

society and contact 
 
 
 
1 Cancelling a Direct Debit 

If a cancellation is received between an update run and collection date, 

eck bank details on the account before cancelling, as the 
lation may relate to an old instruction. 
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• If cancellation results from closure of Council Tax account for any other 
reason, suppress production of adjustment notice. 

If cancellation is received when a taxpayer is changing bank details, 
suppress adjustment notice, and hold pending receipt of new man

 
• 

date. 

 
with details of 

 

but are not liable persons at their new address. 

 
 

• 

mall 
e. 

and 
r to 

r a 

fer between the relevant accounts.  
 

Diary note the account to ensure it is not held indefinitely. 

• Cancel Direct Debit on account and note screen 
cancellation (i.e. from BACS list or vacation) 

 
16. Small Credit and Debit Balances 
 

• Please note these procedures relate ONLY to closed Council Tax 
accounts where the Taxpayers have moved away from the District or 
within the District 

 
Credit balances under £15.00 

The council will not refund such balances unless specifically 
requested by the Taxpayer.  The adjustment notice will be sent 
as normal without setting up the refund Every three months a 
batch program is run from academy which lists all the s

eports are then donbalances under this limited and write off r
• Should a taxpayer request that this small sum be refunded to 

them by cheque then this must be done.  
 

• If a request for refund is made, either by telephone or letter 
the amount is under £5.00, try to arrange for the Taxpaye
call into the office and give them a cash payment from petty 
cash.  Proof of identity must be produced in such instances. 

 
  

 
ADDITIONAL CHECKS 

 
• Where any adjustment notice and refund claim is produced a 

check should be made with the Council’s Housing Benefit 
system that there is not a current outstanding invoice fo
housing benefit overpayment.  If there is such an invoice the 
adjustment notice and the refund claim should be passed to 
the Assistant Revenues Manager who will decide whether to 
arrange a trans
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DE

 
 
 

 for write-off.  
 
 

Adjustments notices will be sent and where payment is not 
made normal recovery action will continue.  

 
NB Benefit penny roundings, are not to be submitted for write-off on 
any accounts as they will automatically be written-off at the end of the 
financial year 

 
17. Refunds 
 

• Where a Council Tax account is in credit following and amendment e.g. 
awarding a discount, actioning a move or awarding benefit, the officer 
creating the credit is responsible for setting up the refund.  

 
Checks on the System 
 

• The officer makes the following verification checks on the system to 
establish that the refund is appropriate:  

 
• The credit balance is not 'false' and payments on the account 

exceed the liability. 
• There is no benefit adjustment to the liability pending 
• There are no mitigating circumstances shown on the account 

notepad that would prevent the refund from being made, i.e. the 
customer's bank is recalling the payment electronically.   

• The customer has moved within the Rochford area and owes 
Council Tax at their new address. (If they do, the credit is 
transferred and not refunded) 

 
Preparation of the Refund Request on the System 
 

• The refund details must be entered on the refund screen. 
• The information required will be the amount of the refund and the 

details of the person to whom the refund is to be made. 
• The refund should always be made to the persons who are named as 

the Council Tax payers.  Where there is more than one named then the 
cheque would be in joint names unless there is evidence that the 
parties had gone their separate ways.  In these cases it is possible on 
the system to split the refund and issue two separate cheques.

BIT BALANCES 

Debit balances under £5.00 

• Recovery action will not proceed in these cases and 
therefore where payment has not been made, after three 
months, reports should be submitted

 
Debit balances over £15 
 

• 
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• Where the refund is in respect of a deceased persons account the 

refund cheque will be issued in the name of “The Exors of...”.  
Alternatively this may be issued to any solicitors dealing with the 
esta

 
 
Endorsing the refund as correct 
 

Refunds are authorised by a member of the business support team 
once a week. 

• At this stage there will be a second check to make sure that the refund 
is correct and is being sent to the correct person and address. 

 
• The refund then moves forward to the stage 'authorised' on the system.  
• The system will not allow officers to authorise refunds that they have 

created themselves. 
 
 

Weekly Reconciliation with the Accounts Payable Section 
 

• As part of the batch refunds program a weekly reconciliation report is 
produced from the system detailing all refunds input since the last run.  

• The hard copy report is checked by a Senior Officer to ensure that the 
refund totals and amounts match the refund record form and then 
endorses the report as correct. This check includes verification that 
there is no duplication of refunds being made.  

• Any discrepancies are reported immediately to stop cheques going out 
if necessary.  

• All papers and endorsed refund request forms are filed with the 
relevant reconciliation report for future reference. 

18. T
 
Transfers between bills: 
 
• An automatic credit transfer program uns every night, which will transfer a 

credit on one bill record to a debit n another. Only credits created by 
payments can be transferred. 

• There is a facility to prevent this automatic transfer if necessary, namely by 
setting the ‘inhibit credit transfer’ indicator on the appropriate notice 
screen. 

 A listing is produced daily highlighting any problems with credits on bill 
records for further investigation if necessary. 

l transfers between bill records are possible and may be useful 

te. 

• 

 
 

ransfers 

r
o

•

• Manua
where a payment has been allocated to the wrong bill.
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Transfers between accounts: 

• These may be needed where payments have been credited to the wrong 
account or a closed account has a credit to be transferred to a new or 
ong

• Details are entered in the book held in income section. The book is in 

transfer, the second copy being passed to the person/section receiving the 
transferred payment and the final copy remaining in the book. 

actioned via the POST screen using the transaction code INTR.  When 
actioning the transfer the “sheet number” from the book should be included 
in case there is need to refer back to the original request. 

 Once actioned sheet is filed in ‘transfers between funds’ file in Council 
Tax office.   

0. Deceased Accounts 

Information Required 
 

• Before actioning a deceased account certain information will be 
required: 

o Name and address of the deceased 
o Date of death 
o Was the deceased the sole occupier of the property, if so were 

they the owner of the property. If the property was rented who is 
the landlord and when does the tenancy cease. 

roperty is still occupied who is the new liable person

oing liability. 

• Transfers between accounts must be done manually by certain specified 
and experienced staff. A note giving the details of the accounts and the 
reason for the transfer should be placed on the account details notepad. 

• Transfers are actioned on the payment transfer or posting screen. The 
payment transfer screen is used where the transfer is of a specific 
payment or a part of a specific payment.  The posting screen should be 
used for example where an account is closed and the whole of the balance 
i.e. not specific payments needs to be transferred 

Transfers between funds: 

• May arise for example when a payment on suspense account is identified 
as a Council Tax payment, or where a taxpayer has made payments to 
another fund e.g. rents and now wants the payment transferred to their 
Council Tax account. 

triplicate, the top copy being held by the person/section initiating the 

• The transfer can only be done by specified experienced staff and is 

• 

 
2
 

o If the p
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• Often the first the council will know about a death is from the 
information provided by the Registrar of Births Deaths and Marriages. If 
this is the case not all the above information will be provided. In such 
cases contact will need to be made with the executors of the deceased. 
All correspondence should be addressed to ‘The Executors of….’ 

• Where no details of the ex  correspondence must be 
sent to the original property. 

e d th certificate. 
• If a certificate is sent in it should be copied and returned immediately to 

the sender. 
 
Accounts where the prope ty 
 

• Where a person dies but the property
partner or other household account must be altered to 
reflect the death. 

 
 Partner remains in the prop rty

o If the deceased partner remains in the property terminate the 
account and cr d make the surviving 
partner the lead liable person on the new account.  

o If the original account was paid by direct debit from a joint bank 
account transfer the bank details to the new account.  

o Amend the original account nam
 Property occupied by other household member 

o If the property rson who is not the 
deceased’s partner terminate the 
new account in the name of the new liable person. 

o Amend the original account name to ‘The Executors of……’ 
 

perty should 
be made aware of this discount 
make a claim for this either by letter or via the standard claim form. 

 
Accounts where the property becomes un
 

• Where a person dies and as a resu es unoccupied 
the original account must be amended from the date of death. 

• Change the name on the original account to ‘The Executors of……’ 
• reate an away address to which all future correspondence regarding 

will be the solicitors dealing with the 
state of the deceased. 

ising them of their rights and obligations. If 
the executors are unknown the letter will have to be sent direct to the 
property connected to that account. 

ecutors are known

• It is not essential to see a copy of th ea

r remains occupied 

 remains occupied by a surviving 
member the 

e  

eate a new account an

e to ‘The Executors of……’ 

is occupied by another pe
original account and set up a 

• If there is only one adult residing in the property a single persons 
discount may be awarded, the surviving occupier of the pro

and advised that they will need to 

occupied  

lt the property becom

C
the account will be sent, often this 
e

• Write to the executors adv
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• Grant exemption Class F from the date the person died and create a 
diary note for 3 months forward to check if probate has been granted. 

• Complete a void slip and pass to inspectors to monitor the property. 
• If after 3 months have elapsed and no details have been obtained write 

ty. 

 

to the executors for further information. 
• When probate is granted enter the appropriate date on the account 

exemption screen. A period of up to six months exemption will now be 
granted provided the property remains emp

• As soon as the property is sold or occupied the Executors account 
should be terminated and a new account created for the new owner, or 
occupier in the usual way.  
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1. Overview 
 

• ement process is summarised below. Recovery action 
stops if the amount is paid. 
The statutory enforc

 

 

 

      

1.Demand Notice 

        
2.Instalments 

 
 3.Reminder/Final Notices 

 
4.Complaint 

 
 5.Summons 

 
6.Liability Order Hearing 

 
7. Statement of Case 

 
8. Request for Information 

 
 
Atta m
of Earn

Pre-Committal Letter 
                                      
Committal to Prison 
 

ch ent       Attachment        Attachment        Bailiffs     Charging    Insolvency
ings     of  Allowances     of Benefits                           Order 
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2. Recovery Timetable 
 

• The recovery timetable gives details of the dates of each stage of recovery 
action throughout the year. 

 
• The recovery timetable is set at the beginning of each financial year by the 

Revenues the Recovery & Enforcement Officer, to ensure prompt and 
efficient recovery of overdue Council Tax. 

 
• etting the timetable is the list of court dates 

provided by the local magistrates’ court. 
 

• A s eadsheet is
the Bu

 
• The spreadsheet has pre-set parameters to automatically calculate back 

priate dates for report, update, issue etc of 
rem

 
• Ensure none of the dates fall on a bank holiday and change if necessary. 

 
• A copy of the timetable is given to each member of staff so they can 

prioritise work e.g. ensuring all DD mandates are implemented before a 

• The relevant dates for each recovery run are input on the system 

 
• The

the 
 

• Additional recovery runs may be added if necessary. 
 
 

The starting point for s

pr  used for the timetable, and the court dates are input by 
siness Support Manager. 

from each court date the appro
inder notices, final notices and summonses. 

recovery run, or so that any outstanding work can be held to prevent 
recovery action. 

 

calendar. A reminder prompts the Recovery & Enforcement Officer to set 
each recovery run. 

 local magistrates’ court may provide an extra date during the year and 
timetable is then amended to accommodate this. 
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3. 

Reminders 

• A reminder notice will be issued if a monthly instalment is not paid, or is 

y 

fter the reminder issue date) the 
e 

 

• No reminder notice will be sent where all the instalments have fallen due In 

 
 

• A second reminder notice will be issued in cases where the first reminder 
has been complied with.  This reminder will state that if any further 
ins
tax
made aware that at this stage an application for a liability order can be 
made if full payment is not received within 7 days.  

• The right to pay by instalments will be lost on the day after the failure to 
make the payment. 
 

 Final 
 

• ing that the full balance for the year is due within 7 days 
will be issued if: 

the outstanding reminder (or 
able) and after the issue of the relevant 

nstalments at the time of the late unpaid 
payment (e.g. closed accounts, or bills issued after 31st December) 

o All outstanding instalments are now overdue 

Reminder, Second Reminder and Final Notice 
 

 

not paid in full. A reminder notice will state: 
o The sum amount of instalments outstanding at that time, including an

amounts that are due within 7 days of the reminder 
o The amount is due to be paid within 7 days 

After a further 7 days (so 14 days ao 
right to pay by instalments will be lost and payment in full must b
made 

these cases a Final Notice will be issued. 
 

Second Reminders 

talments within the financial year are late, or not paid in full, the 
payer will lose their rights to pay by instalments. The taxpayer will be 

Notices 

A Final Notice, stat

o The amount due has changed between 
the second reminder if applic
adjustment notice 

o The account did not have i

 



 

o The first and second reminders have been complied with 
 

• The Final Notice will advise the taxpayer that they have lost their rights to 
If they fail to pay the outstanding balance within 7 
or a liability order will be made.  

• 

• nts selected on the report will be examined for notepad entries 

• 

• A test envelope is always sent to an individual member of staff living in the 
district to confirm postal of these notices are delivered. When this is 
returned to the Recovery & Enforcement Officer it is endorsed with the 
date it was received. 

• Apart from providing the taxpayer with the opportunity to pay the 
outstanding amount, the significance of the notices is that recovery 
proceedings through the magistrate court may not commence until one or 
other has been issued. 

 
. The

 

’ 
 

sum that has not been paid. The complaint will result in a summons being 
issued to the liable person by the court to appear at a specified hearing. 

• The cost of the application and summons will be charged to the liable 
person. The scale of the costs will be the subject of regional discussions 

pay by instalments. 
days, an application f

• Reminders and Final Notices can be issued in joint names where joint and 
several liability occurs. 

Each month in accordance with the pre-set recovery timetable a system 
report will be run to select accounts that are in arrears with outstanding 
balances greater than the summons costs. 

All accou
and other reasons why that account should not receive a reminder/final 
notice. Any account that should not receive such a notice will be held on 
the system with appropriate code and note stating the reason why the 
account has been held. 

Once the checking is complete the system report is re-run in update mode 
and the reminders are produced. 

• Reminder notices will be sent by second class post, final notices will be 
sent by first class post. 

4  Complaint 

• If an amount remains wholly or partly unpaid after the expiry of the 14 day 
period (for reminders) or 7 day period (for Final Notices), recovery will 
continue through the magistrates’ court. 

• A complaint will be made to a justice of the peace at the local magistrates
court requesting that a summons is issued to the liable person stating the
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between representatives of Rochford District Council and the local 

• No complaint will be made for those accounts where more than 6 years 

• 

 

5. 
• 

can y liable for a debt, if the 
reminders and final notices have been issued in this way. 

• The it must state the 
reason for its issue as we ace of the liability order 
hea
the

• Service of the summons will be done by either: 

o Delivering it to the liable person 
o Leaving it at the usual or last known address 

 

• For limited companies, the service of a summons will be done by either: 
o Post – to usual place of business or to its registered office 
o Leaving it at usual place of business or at its registered office 

 

• vered by the Post Office, then it cannot 
be considered as being served. Therefore, this summons cannot be 
included in the liability order hearing, and must be withdrawn from the 

• The Post Office will provide a reason why the summons has been 

magistrates’ courts.  

have elapsed since the day the balance became due. 

The cost of the Summonses will be paid via credit card on the day the 
complaint is made. 

The Summons 
The clerk to the justice of the peace considers the complaint and a 
summons is signed or stamped by them or the justices’ clerk. A summons 

 be issued to two or more taxpayers jointl

 exact form of the summons is not prescribed, but 
ll as the date, time and pl

ring. There must be a minimum of 14 days between the issue date and 
 hearing date. 

o Post – to usual or last known address 

• Where the summons is posted first class post will be used. 

If the summons is returned undeli

taxpayers account.  

returned. In most cases, the taxpayer has moved away. Therefore, a new 
forwarding or contact address should be found as soon as possible, so that 
another summons can be issued at a later date. 
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6. 

• uncil tax and summons costs are paid before the hearing date 

cil submitting evidence of the proof of liability and the liable 

 
On behalf of the council:

Liability Order Hearing 
 

If the Co
then the hearing will not proceed. The hearing will involve Rochford 
District Coun
person may submit evidence in defence against the issue of a liability. 

 
• There are various people who are entitled to address the court: 

 

• A solicitor holding a current practising certificate 

r of staff of the council who is authorised to act on 
its behalf in proceedings before the magistrates court 

• A membe

 
On behalf of the liable person: 

• The liable person (or in the case of a limited company, a solicitor) 

• A solicitor holding a current practising certificate 

• A ‘friend’ of the liable person 
 
At Rochford the prosecutions are 

authorised to conduct the hearings in the magistrate’s court 
Proof of Liability 
 

• The u illing authority will 
vidence on oath that: 

o The council Tax has been fixed by resolution of Rochford District 

unt became due less than six years ago 

dealt with by Council Tax Staff who are 

 a thorised person attending the hearing for the b
give e

Council and has been published in the local press 
o An entry for the dwelling appears in the valuation list 
o A demand notice has been correctly issued 
o A reminder and/or a final notice has been issued correctly 
o The amo
o A summons has been correctly served 

The sum claimed, including costs, has not been paid o 
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• As computer generated evidence is used in court (e.g. reports from the 
Council tax system), a statement is also given as evidence that the 
computer was operating correctly at all times. 

 
De c
 

• At the hearing, there are a number of defences that a liable person could 

• The summonsed amount is for a penalty that is subject to an 
appeal 

• Insolvency proceedings have commenced against the liable person 
 

yet been 

o

o
 

• If a liable person makes full payment, minus the summons costs before the 
uncil will treat the account as paid in full and the summons 
n. 

•  the court will either: 

• 

fen es 

use, in order for a liability order not be granted. It is a matter for the court 
to determine what is a valid defence, but it is likely to include: 

• One (or more) of the matters included in ‘proof of liability’ are 
incorrect 

Invalid Defences 
 

• There are some matters, which cannot be used as a defence in a liability 
order hearing. They are: 

o Entitlement to a discount or disability reduction which has yet to be 
awarded 

o Entitlement to Council Tax Benefit (CTB) which has 
awarded 

 Issues which could be the subject of an appeal to a Valuation 
Tribunal (e.g. whether the valuation list is correct, or a dwelling is 
chargeable, or the person is liable) 

 Issues irrelevant to the liability order  

hearing, the co
will be withdraw

 

At the hearing,

• Grant the liability order 

Refuse the liability order or 

• Adjourn the hearing to consider the facts on a future hearing date 
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• The o
presen

. The Liability Order 
 

• Where a magistrates’ bench is satisfied that the sum has become payable 
been paid, a liability order will be 
ded to the liable person’s account. 

The
repr tes’ 
cou

• A li
costs. The liability order will take in to account any part payments that 
have been received between the issue of the summons and the liability 
order. If the sum payable later increases (e.g. due a removal of a 
disc new 
bala c

• A L bout 
the circumstances of the liable person and undertake enforcement by: 

o 

o 

• The liability order is a prescribed document and must include the sum 
payable, and information of what the council is empowered to do. The 
liability order can be issued in joint names, if that was how the summons 
was issued. The enforcement of Council Tax will now begin. 

 c urt can make a decision regardless of whether the liable person is 
t at court or not. 

 
7

by the liable person, and it has not 
granted. A further set of costs will be ad

 scale of the liability order costs is the subject of discussions between 
esentatives of Rochford District Council and the local magistra
rts.  

ability order will be issued in respect of the sum payable, including 

ount) the sum of the liability order cannot be increased. This 
n e must be dealt with separately. 

iability order empowers the council to obtain relevant information a

o Request for Information 
o Attachment of Earnings 
o Attachment of Benefits 
o Attachment of Allowances 
o Charging Order 

Insolvency 
o Bailiffs 

Committal to Prison 
 

• All recovery documentation beyond this stage are sent by first class post. 
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8. mation 
 

• ochford 
District Council to obtain relevant information about the circumstances of 

ons of enforcement. 
 

• Wh the council will request, in 
writing, certain information from the 
wit ntrol: 

 of their employer 
o The amount earned 

o Other sources of income (e.g. benefits) 
 for the debt 

 

• Wh e oint names, the council will 
req s  criminal offence 
not   information, which is 
knowingly false. The Rochford District Council can make an application to 

court for a level 3 fine (maximum of £1,000) for those who 
rmation, and a level 2 fine (maximum of £500) for those 

 

• 
rcement method. 

t 

 accordance with the 
procedures set out earlier in this document.  

 

Request for Infor

The issuing of a liability order from a magistrate empowers the R

the liable person and undertake various opti

en a liability order has been obtained, 
liable person, which must be supplied 

hin 14 days, providing the information is in their possession or co
o The name and address

o Amounts deducted for Income Tax, NI, or pension 
Any payroll or works reference o 

o Any other attachment orders in place 

o Whether any other person is jointly liable

er  a liability order has been made in j
ue t information from any of those concerned. It is a
 to supply the requested information, or to supply

the magistrates’ 
supply false info
who fail to supply the requested information.  

When the information is supplied, the council will choose the most 
appropriate enfo

 
9. Payment Agreemen
 

• A Payment Agreement can be made at any time during the collection and 
enforcement of Council Tax, even after a liability order has been obtained. 
A payment agreement must be monitored in
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• 
g debt has been 

‘secured at court by a liability order’. This means that if a taxpayer defaults 
on an arrangement, a number of enforcement options are available to the 

• 

• council will cancel the agreement 

• 

 
 

10. 
 

• 
r to make 

deductions from the debtor’s wages, which will be sent directly to the 

• 

• Be signed by the ‘proper officer’ of the council i.e. The Recovery  & 
Enforcement Officer 

• Include details of the deduction tables and rules 
 

De c
 

• 

 earnings’ means the earnings after Income Tax, 

• It is not possible or economical to set up an Attachment of Earnings order 

 

In cases where a liability order has already been obtained, the council may 
allow a longer instalment plan because the outstandin

council. 

A separate notice will be issued to the debtor when an agreement has 
been made. 

If an agreement is not adhered to, the 
immediately.  

If an agreement is cancelled, the debtor must make full payment to prevent 
an option of enforcement action being taken.  

Attachment of Earnings 

On obtaining employment details of a liable person, the council can serve 
a notice on the employer. This notice will instruct the employe

council and offset against the debtors Council Tax account.  

The content of the Attachment of Earnings Order to the employer will: 

• Be addressed to the debtors employer 

• Specify the sum outstanding and that a liability order has been 
obtained 

du tions 

The amount the employer must deduct from a debtors wages is dependant 
on the set out by central government.  A specified deduction rate is applied 
to ‘net earnings’. ‘Net
National Insurance, pension and any other attachment deductions have 
been deducted. Net Earnings will include any overtime, bonus or 
commissions.  

on those debtors on a very low income. 
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• If ta  it is only possible to set up an 
Atta ts, if there is more 
than one liability order. It is
(reg

• A maximum of two separate Attachment Orders can be set up at any one 
time from one person’s wages. They must be for two separate debts or 

 
• t earnings are left 

• 
e that payments are received on 

uties and Powers of the Employer 
 

• 
ployer: 

• The employer may deduct £1 towards their administrative costs on 
each deduction made 

or of all deductions made 

 days of receiving the 
order, if the debtor is 

• The employer must notify the re
ished attachment of 

 
Du s
 

• nings order gives the following duties 

 council within 14 days of a change of 
loyer) 

ns 

xpayers are joint and severally liable,
chment of Earnings Order on each of the occupan

 not possible, to set up more than one Order 
ardless if it is for different occupants) on only one liability order. 

liability orders.  
 
The second Attachment will use the net figure of wha
following the first deduction. The only priority given between 
Attachments’s is the date in which the order to the employer was made. A 
copy of the order to the employer will also be issued to the debtor to 
advice that an Attachment of Earnings Order has been requested. 

All attachment of earnings will be monitored on a regular basis depending 
on the frequency of payment to ensur
time. 

 
D

The service of the attachment of earnings order gives the following duties 
and powers to the em

• The employer must notify the debt

• The employer must advise the council within 14
no longer in their employment or within 14 days 

of the day he ceases to be in their employment 

levant council if they employ 
someone new, who they know has an unfin
earnings order 

tie  of the Debtor 

The service of the attachment of ear
to the debtor: 

• The debtor must notify the
employment (with details of name and address of the new emp

• The debtor must notify the council of a change in their earnings or 
deductio
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• The debtor should advise a new employer of any unfinished 
attachment which had previously been in place at their old 
employment 

Offences 
 

 The employer may be fined for:

• Both the employer and debtor are liable for fines if the above regulations 
are not complied with: 

 

f £1,000) 

• Supplying false information – level 3 fine (maximum of £1,000) 

• Failing to give all notifications required – level 2 fine (maximum of 
£500) 

 
The debtor may be fined for:

• Failure to comply with the order – level 3 fine  (maximum o

 

• Supplying false information  - level 3 fine (maximum of £1,000) 

• Failing to supply information  - level 2 fine (maximum of £500) 
 

• An attachment of earnings will cease when: 
o The deductions have paid the sum outstanding in full. 
o Full payment by another means has been received. The council 

must advise the employer to cease deductions immediately. 
o The council makes an order, which discharges the attachment of 

earnings order. The council must advise the debtor and the 
employer. 

 
11. Attachment of Benefits 
 

• On obtaining advice that a debtor is on either Job Seekers Allowance 
(JSA) or Income Support (IS), Rochford District Council will consider 
applying to the Department for Work and Pensions (DWP) for an 
attachment of benefits. This attachment deducts a prescribed amount from 
the debtor’s JSA or IS. 

• ng the total amount of deductions 
at can be made from any one person’s JSA or IS. Deductions for fuel, 

 

• 
ched. 

The DWP have their own rules regardi
th
water and rent arrears take priority over Council Tax. 

An attachment of benefits can only be set up for those on IS or JSA who 
have a liability order against them. No other benefits can be atta
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• An attachment can only be set up where the claimant’s name appears on 
the liability order. 

An app• lication to the DWP will be made in writing by the council and will 

 
• 

aim IS or JSA or 

12. 
 

• Where a liability order has been obtained against an elected member of 
d District Council, then an attachment of allowances will be set up.  

 

f the council 

ouncil. 
 
Restrictions on Voting 

 to vote.  
 

 
•  

e 

 

• A charging order ensures that when the property is sold the liability order, 
and any costs incurred when applying for the charging order, is paid out of 
the proceeds of the sale. The charging order only lasts for three years. 

detail the sum to be paid.  A copy will also be issued to the debtor. 

An attachment of benefits will cease when: 

• The sum payable has been made in full or 
• The debtor ceases to cl

• Other attachments with a higher priority have been introduced 
 

Attachment of Allowances 

Rochfor

• The sum of 40% of these member’s allowances is attachable. These 
deductions will be paid straight in to the member’s Council Tax account. 

• An attachment of allowances will cease when: 

• The sum payable has been paid in full 

• The debtor ceases to be a member o

• The attachment is discharged by the c

• If a councillor’s Council Tax account is at least 2 months in arrears, then 
the councillor must refrain from voting at certain meetings (e.g. meetings 
discussing budget requirements and Council Tax amounts). The councillor 
is allowed to be present at such meetings, but must declare that he is 
unable

13. Charging Order 

When a liability order has been obtained for the sum of over £1,000 and
the debtor has a legal interest in the dwelling, the council may apply to th
county court for a charging order on the property.  
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Ther appropriate to apply for a charging order on 
debtors who show no plans or desire to move property.  

 

• 
payment by another means of recovery whilst the 

charging order remains in place. 
 
14. 
 

• 

 

• Bankruptcy

efore, it would not be 

Enforcement action is suspended whilst a charging order is in place. The 
council cannot seek 

Insolvency 

‘Insolvency’ refers to individuals who have been declared bankrupt and to 
limited companies, which are now in liquidation.  

 – when a person is declared bankrupt, the court has 
recognised that this person is unable to pay their debts. The bankrupt’s 
assets (such as car, house) are placed into a trust. The proceeds of this 

. Generally, an 
ind
 

• Liquidation

trust are then distributed among the different creditors
ividual is discharged from their bankruptcy after three years. 

 – when a company is unable to pay its creditors and is no 
longer making a profit, the company (or one of the creditors) will apply to 
the
in t
are pla
among the creditors. This company is not allowed to trade again.  

• To o
£750.0
the debtor demanding the outstanding sum. If this sum is not paid within 
21 y
be dec

• Only th the date of the insolvency are included in 
the bankruptcy or liquidation. Further Council Tax liability after the 

 

• The debt that is covered by the bankruptcy order or liquidation will be 

 county court for a winding-up order, which places this limited company 
o liquidation. Once in liquidation all assets belonging to the company 

ced into a trust. The proceeds of this trust are then distributed 

• For the purposes of collecting Council Tax, insolvency will be used as a 
method of enforcement. The council can apply to a county court for the 
liable person to be declared bankrupt (if an individual) or put in liquidation 
(if a limited company) 

pr ceed through court, the debtor must owe the council a minimum of 
0. Rochford District Council will issue a ‘statutory demand notice’ to 

da s, an application will be made to the county court for the debtor to 
lared insolvent. 

e Council Tax due as at 

insolvency will revert back to the responsibility of the liable person. 

included within the ‘non preferential creditors’. There are three classes of 
creditors: 
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o Secured Creditors (such as banks) 
o Preferential Creditors (such as Inland Revenue) 
o Non-preferential Creditors – also known as unsecured creditors (all 

other debts, including Council Tax) 
 

• 

• 
ividends are issued for non-

preferential creditors because there are not enough proceeds in the trust.  

• In the event of bankruptcy or winding-up proceedings, no other recovery 

 
5. Bailiffs/Distress 

 
• Rochford District Council may refer a liab

and
kno

• A notice will be issued at least 14 days before levying distress is 
n the following: 

• 

 outstanding on the liability order 

scribed bailiff fees 

• Provide the name and address of the billing authority 
 

 

• 

an be an employee of the council or a private firm of bailiffs 

e 

Each creditor will be placed in to a ‘class’. Each creditor within a class will 
rank equally for the same share of the total amount of money available for 
distribution to their class, whatever the size of the debt. 

Council Tax is always placed in the non-preferential class, which receives 
the lowest dividends. In some cases, no d

action can be taken. 
 
1

ility order to a bailiff for collection. 
The bailiff will have the legal power to take away a debtor’s possessions 

 sell them at an auction in order to pay off a debt. This process is 
wn as Distress.  

attempted. This notice will include information o

A liability order has been made 

• The amount

• Provide a warning that collection by bailiff may  be attempted if full 
payment is not made, and that distress will incur further costs 

• Provide a statement of pre

• If full payment is not received, distress will proceed. 

The person levying distress: 

• Must be a certificated bailiff 

• C

• Must carry written authorisation that they can act on behalf of th
council 
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• Must hand to the debtor, or leave at the premises where distress has
been levied, a copy of the regulations and schedule of fees, the sum o
outstanding debt, and a 

 
f 

copy of any close or walking possession 
entered into. 

 

• Before any possession is signed, or removal is undertaken, each bailiff will 

 

• Bailiffs collecting Council Tax arrears have the following powers: 

 
 

• Certain goods are protected from distraint. These goods include tools, 
books, vehicles and other items necessary for the debtor’s use in their 
trade or business (e.g. a car for a taxi-driver, or a computer for a self-
employed person). They also include household provisions for the basic 
domestic needs of the family (e.g. beds, clothing, oven, fridge). 

ensure they conduct themselves in a consistent and fair manner. 

9) A bailiff has the right to enter a property peacefully through an
unlocked door or through an open window. They can not break
in by forcing open a locked door or closed window 

11) 
10) Bailiffs cannot obtain a court order to gain entry in to a property 

A debtor cannot be sent to prison simply for refusing entry in to a
property 

) ‘Con12 structive Distress’ is not allowed. This is where the bailiff
who cannot gain entry will simply look through a window to levy

13
room within that property. the bailiff can not be

considered a trespasser 
Once peaceful entry has been gained, with or without the
consent of the occupier, then the occupier has no power to
remove that consent or refuse permission 

15) Once inside a property, a bailiff can force open any inner door,
locked drawers or cupboards. This principle applies to the
debtor’s home, or any other building where the debtor’s goods
are located 

16) 

upon goods 
) If a bailiff is able to gain peaceful entry, then they are entitled to

search any 

14) 

A bailiff cannot levy upon goods that have already been levied
upon (e.g. a debtor has already signed a walking possession
against a television for a different debt. A Council Tax bailiff
cannot then levy upon the same television) 
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• The bailiff is entitled to charge costs and fees for the activities performed 
these charges will be agreed with the council. The debtor is liable to pay 
these. 

• If full payment has not been received following visits and further notices 
from the bailiff, the goods will be removed for sale at auction. The sale 
should not take place until at least five days after the removal of goods, to 
allow the debtor time to make full payment. Goods which are sold at 
auction incur further costs, and usually only represent a fraction of the 
goods’ replacement value.  

• If the sale does take place, it is essential that the best possible price is 
obtained for the goods. If the sale exceeds the debt, the debtor will be paid 
the difference. If the sale does not clear the debt, the proceeds must be 
allocated to clear the auctioneers and bailiff fees first. 

 
Nulla Bonna 
 

• In some cases, the bailiff’s will be unable to collect the debt because they 
have failed to make contact with the debtor, or the debtor simply has not 
got the money or goods to pay the debt. 

• The bailiff will, in these cases, refer these debts back to Rochford District 
Council marked ‘Nulla Bonna’ with the following reasons: 

• ‘No effects – unable to gain access’ 

• ‘No effects – unable to make contact’ 

• ‘Insufficient goods or chattels to levy upon’ 
 

• The cou ement action. 
It must n’ cannot be 
undert inst a liability 
order. 
 

16. Notice Prior to legal action 
• A letter is sent to the charge payer to 

make them a ware that the liability order issued to the Council’s bailiff has 
been returned endorsed “Insufficient goods or chattels to levy upon”. The 
charge payer then has ten days to contact the Council to discuss 
epayment of the Council Tax arrears before a Means Enquiry summons 

will be issued. 
 

ncil will then need to decide the next course of enforc
be noted that the action of ‘committal to priso

aken without a Nulla Bonna having been issued aga

r
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• Where other enforcement options have been unsuccessful Rochford 
l will apply to the magistrates’ court for the committal to 

prison of the debtor. 
 

• Before attempting committal proceedings, the council must have attempted 
to use distress and hold a valid Nulla Bonna. 

• The court will summons the debtor to a hearing to enquire as to their 
financial means. This is called the ‘means enquiry hearing’. The court must 
decide, based on each of the debtor’s own financial means, whether the 
non-payment of Council Tax is due to the debtor’s: 

• Wilful Refusal or 
• Culpable Neglect 

 

• Where either has been found, the court has the power to: 
o Remit (all or part of the debt) (which means the council must write off 

the full amount, or amount specified by the magistrate) or 
o Impose a term of imprisonment with immediate effect, for a maximum 

of three months or 
o Suspend the committal to prison pending the debtor paying a payment 

arrangement imposed by the court. If the debtor fails to make 
payment, they will be summonsed again. 

 

• If a person ignores the summons for the means enquiry hearing, a warrant 
will be issued for arrest with or without bail. A summons in committals is 
also referred to as an arrest warrant. 

• An arrest warrant ‘with bail’ will advise the debtor of the date, time and 
place of the next means enquiry hearing, and trust that they will then 
appear.  

• A son to the debtor 
w  magistrates in a 
m

 

• Where the debt has been remitted, the council will write off all or part of the 
debt, according to the magistrates’ instructions.  

 

• Where a person has been committed to prison, no further enforcement 
action will occur and the debt is written off. If the whole amount 

17. Committal to Prison 
 

District Counci

n arrest warrant ‘without bail’ will be issued in per
ho will be escorted immediately to stand before the
eans enquiry hearing.  
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outstanding is paid whilst the debtor is in prison, they should be released 
immediately. If part of the debt is paid whilst the debtor is in prison, then 
their sentence is reduced on a proportionate basis. 

• Whe enquiry, the 
council will monitor that payments are being made in accordance with the 
arrangement. When full payment has been received, the council will advise 
the magistrates’ court. If the debtor does not keep to the payment 
arrangement, the council will apply to the magistrates’ court for a further 
arrest warrant so that the debtor may stand before the magistrates to 
answer why payments have not been made. 

 
 
17. Balances under £10 
 

• Where the taxpay ouncil tax: 
 

 
� The adjustment n . A report is produced from 

the academy system on a monthly basis and these accounts are then 
made the subject of a bulk write off report. 

 
 

� Debit balances between £1.01 and £10.00 
 

� System generated recovery action, generally, is only taken for debts of 
£30 and over.  

 
� In these cases the Recovery Team section will produce a standard 

letter reminding the Taxpayers that the debt is still outstanding. These 
will be separately monitored. 

 
 
18. Tracing 
 

• Tracing enquiries are usually generated by returned post endorsed ‘gone 
away’ or ‘addressee unknown’ etc. 

 
• If account is still live the account must be closed prior to being passed for 

tracing. 
 

• Put hold on account to prevent further recovery action, and diary NFAK to 
monitor on a monthly basis. 

 

 

re a payment arrangement ad been made in a means h

er is still resident and liable for c

� Debit balances under £1.00 

otice must be despatched
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file/documents held on Comino to obtain as much 
, e.g. contact telephone numbers, employment 
ses etc. 

 
registered at another 

 
l authorities in Essex e.g. Southend BC, Castle Point 
 

• Where the debit is over £40.00 details will be faxed to the National Anti-
Fraud Network to see if they have any further details of the whereabouts 
of the charge payer. If this is unsuccessful then and the balance is under 
£250.00 then the debt will be passed for write off.  

 
• If debt is over £250.00 then it is send to a further Tracing Agent DMS to 

attempt to find debtor’s present address. 
 

• If unable to locate debtor despite all attempts to trace, prepare write off 
report.  

 
• If debtor is traced after the balance on their account has been written off, a 

reinstatement report is required to re-instate the debt and continue with 
recovery action. 

 
 

 
 
 
 
 
 

 

• Check house 
information as possible
details, relative’s addres

• Check RDC electoral register in case debtor has 
property in our area. 

• Check with other loca
C.DC and Basildon D

 



 

Revenues and Benefits 
 
 

 
 

 

 
 

 

 

 

 

 
 
 
 
 

 

 

 
Policy and Procedures  

 
 
 
 

 
 

for Fraud Administration 
 

(back to main contents)
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Referral Guidance 
Making a Fraud Referral / Referring Suspected 

HB/CTB Fraud 

 
(back to Fraud c

Some Information contained within this document has been removed as it may
unnecessarily identify individuals and/or assist fraudsters. 

 
 

 
 
 
 
 

 

ontents)
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.0 - Introduction 

 

ud 
district. 

) 

 
 

it once it has been made. 

  
2.1 finitions for fraud, as "fraud" itself is not defined in law. For 

ben or omission resulting in the 
pay  due. Benefit fraud also 
encompasses attempts to fraudulently claim benefit and does not have to rely 
on payment actually being made. 

  

2.2 Ben
ben
party. For example, a landlord cashing HB cheques after a claimant has 

 
 fraud. Upon completion of the investigation, 

recommendations will be made to R+B for a reconsideration of benefit to be 
made. 

 

1

  

1.1 The Revenues’ Investigation Department (RID) receives referrals from a variety
of sources. Due to its complex nature, there are many areas of potential abuse 
in the Housing Benefit (HB) and Council Tax Benefit (CTB) schemes. Whilst the 
majority of benefit recipients are honest, RID exist to counter the threat of fra
within the 

  

1.2 The vast majority of the referrals originate from Revenues and Benefits, (R+B
the section charged with the processing and administration of HB/CTB. 
However, this guidance intends to provide all council staff with details on how to
make a referral, what information is desired on the referral and what happens to

 

2.0 - What is Fraud? 

There are many de
efits purposes, fraud is generally a wilful act 

B that otherwise would not bement of HB/CT

efit fraud can be committed in many ways and by a variety of people. For 
efit fraud to occur, the benefit claimant does not have to be the fraudulent 

vacated the property could be fraudulent on the landlord’s part. The partner of a 
claimant who keeps a part time job to him or herself could also be committing 
benefit fraud. 

  

2.3 To prove (or indeed, disprove) fraud, RID will investigate the situation to 
establish the facts, interviewing anyone who is reasonably believed to hold
information about the suspected

  



 

  

 

4 Once R+B have assessed the case it will then returned to RID to be considered 

 
reases in Council Tax.  

2.6 

 fraudsters. 

2.7 

t suspected fraud to RID. Furthermore, with 
access to the claimant’s claim and circumstances, R+B are very often in a good 
position to uncover suspicious circumstances that could be fraudulent activity. 

picions are referred to RID, the suspected fraud may continue 
ulting in substantial loss to the Council.  

resources are limited. It is therefore important that as many facts as 
ible are recorded on the referral. With the full facts, RID are more likely to 
 the correct decision on the referral first time (i.e. will investigate). Even 

hat are not investigated are recorded and used to build-up a picture of 
raudulent areas within the district. This in turn can help RID to make 

formed decisions on future investigation activity.  See Paragraph 8.0 for 
etails on Fraud Referral Assessment.

2.
for any further action. In cases where it is believed that there was fraudulent 
intent on behalf of the subject of the investigation, a sanction will be 
considered. The "sanction" given will be determined by the seriousness of the 
apparent fraud. Ultimately, the case may be referred to Court for a prosecution. 
See paragraph 8.3 for details on sanction 

 

2.5 Fraud is not a victimless crime. HB/CTB is mostly supported through subsidy 
from Central Government however, shortfalls in subsidy are provided from the 
Local Authority’s own funds. This also includes any shortfall encountered 
through the identification of overpayments.  Ultimately, shortfalls in subsidy can
lead to inc

 

A fully functional and trained Fraud Team is therefore required in order to 
protect public funds, particularly those of local taxpayers. Not only can a fraud 
team detect fraud and stop further losses, through publication of successful 
investigations RID act as a deterrent to would be

  

However, a fully trained Fraud Team is ineffective without quality fraud 
referrals. Due to the daily contact with members of the public, Council Staff are 
often in the best position to highligh

2.8 Unless the sus
indefinitely res

2.9 RID’s 
poss
make
referrals t
possible f
in
d



 

.10 The analysis of fraud referrals enables a picture to be built of the level of 
potential fraud and error within the district, which in turn provides areas where 

uld be best diverted to provide a maximum result and deterrent 
against fraud.  Quarterly fraud trends are provided to all staff in the e-mailed 
uarterly newsletter.  

on Types of Benefit Fraud 

 The common types of fraud are 
contained within this section. 

  

ill advise whether a referral is 
required or may even take the information over the telephone. See Paragraph 
9.0 for RID’s contact details. 

ommitted by an omission, for example, to fail to report a 
change of circumstances in writing or to an Intervention officer, or by an act, for 
xample, filling in a claim form falsely.  The following table gives a summary of 

 

 

2

resources sho

q

 

3.0 - Comm

  

3.1 As already discussed above, the claimant or a third party can commit benefit 
fraud and in numerous different ways.

3.2 In cases where the potential referrer is unsure of whether to refer, RID 
should be contacted to discuss the issues. RID w

  

3.3 Fraud can be c

e
the most common areas of fraud against HB/CTB and how they are generally 
committed: 

Type of Fraud How it is Commonly Committed 

    

Undisclosed Working 

• A claimant or partner starts work 
or works more hours and does 
not report it 

Living Together as Husband and 
Wife (LTAHAW) and Collusive 

Desertion 

• A claimant fails to report a 
partner moving into their 
household 

• Declaring a partner has vacated 
when they remain in the 
property (also known as
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Collusive Desertion)** 

Undisclosed non-dependants 

• A person that is not the 
claimant’s partner and over 18 
moves into household and is 
not declared 

• Declaring a person has vacated 
when they remain in the 
property**  

Non-residency 

• Failure to advise of vacation of 
the property 

• Any case where the property is 
empty and the claimant or third 
party returns to the property to 
collect HB cheques 

Other Income and Capital 

• Failure to advise of receipt of 
money (e.g. inheritance, a large 
gift from family) 

• Any award or payment of any 
other money (e.g. maintenance, 
student loans)  

• Hiding any income/capital in 
any undisclosed or other 
person’s account 

• Spending the excess 
income/giving it away to qualify 
for benefit (also known as 
Depravation of Capital) 

Rent Liability Issues (HB) 

• The level of rent is considerably 
larger than would be expected 
for the property and its location 

• Tenancy agreement not on a 
"commercial basis" – for 
example, suspicions arising 
from a relative being the 
landlord 

• Undisclosed/undeclared 
relationship to/with landlord – 
this may indicate something is 
not genuine with the tenancy 
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are that the non-dependant/partner can vacate "c

 
  

3.4 

the most appropriate one based upon the information on the 
referral.   

3.5 
ugh 

o determine that there is more than one 
possible fraud type.  The most obvious fraud type should be used for referring. 

.0 - Making a Referral to RID 

c. by telephone 
d. by letter 
e. on specific fraud referral sheet(s) 
f. through the intranet 
g. via Capita on-line (for Rochford District Council’s residents with internet 

access and a PIN)  

o make an intranet referral use the following link select "Benefits", click on "Fraud" 
nd then click on "Report a Fraud". 

4.2  happy to accept a referral in any form. Whatever the form of the 
referral though, the content and information to be included on the referral 
should generally be the same. 

  

4.3 A great deal of weight will be proportioned to the information provided on 
the referral. It is therefore important to ensure that RID have as much 

** Be aw ollusively" – a change of circumstances is reported 
advising the partner or non-dependant has left the premises (especially after they have started work). 

A referral can still be made if the referrer is unsure of the fraud type – a guess 
of what is appropriate is acceptable.  The content of the referral is far more 
important and in the instance of the referrer being unsure of the fraud type, RID 
will determine 

 

It is accepted that there sometimes will be more than one type of fraud 
believed to be occurring. In such cases, please ensure that there is eno
information provided to enable RID t

 

4

4.1 How a referral is made to RID will depend on where you are located, what 
software you use and the broad impact of the allegation. Referrals will be 
accepted by RID: 

a. through the Academy Computer System 
b. by e-mail 

T
a

  

RID are
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ossible on the referral to ensure that an 
otherwise good referral is not investigated.  

  
  
4.4 investigation where the information on 

ation about the allegation 
as possible.  This does not mean that a referral must be an essay, but to 
include enough information to support the reasons for suspicion.  (See Section 
5.0). 

5.0 - W

5.1 However the referral is made to RID, as much relevant information as possible 
should be included on the referral. The more relevant information provided, the 

5.2 At Appendix A there is a standard referral form designed to capture information 
from the referrer. This form may be downloaded from the intranet and used if 

ragraph 4.1 on how to locate the referral form on the intranet. 
 will follow the format of this form although the principle remains 

relevant information as p

An investigation is only considered for 
the referral is clear, concise and has as much inform

hat to Include on the Referral 

more likely that referral will be investigated and the more likely a result will be 
obtained. 

desired – see pa
The following
the same on whatever referral method is used. 

5.3 It is important that as much information as possible is provided on the referral. 

information available in all cases. This means that suspicions or "gut feelings" 

Information desired:

However, it is accepted by RID that there may not be a great deal of 

should still be referred but where possible, a full explanation of the "gut feeling" 
should be included in the referral. 

5.4 Referrer’s Details 

 

Full N

Locati

Telephone No: 

Notes:

ame: 

on: 

 

The fu  
provide

ll name, location and telephone number of Council Staff is desired in order to
 feedback to the referrer. (See Section 9.0 on feedback). 



 

 

5.5

  

formation desired:

 Details of Person Committing the Fraud 

In  

Date o

Addre

mployment Details: (include address, start/finish times) 

es 

Notes:

Name: 

f Birth/Age: 

ss: 

E

Description: (include habitual dress, height, hairstyle, any distinguishing featur
etc.) 

 

 identify the alleged fraudster and where 
available, will provide a description for use in any surveillance. Of course, any alleged 
(previously undisclosed) employer can be followed-up. 

  

Inform

This provides sufficient information to

5.6 Partner’s Details 

ation desired: 

Name: 

Addre

mployment Details: (include address, start/finish times) 

es 

Notes:

Date of Birth/Age: 

ss: 

E

Description: (include habitual dress, height, hairstyle, any distinguishing featur
etc.) 

 

* A partner could refer to a business partner etc * 

l 
id

undisc

This provides sufficient information to identify the partner and where available, wil
prov e a description for use in any surveillance. Of course, any alleged (previously 

losed) co-habitation or employer can also be followed-up. 



 

 

5.7 Description of Fraud/Other Information 

  

Information desired: 

 include Please

• any other undisclosed residents 

• 
• 
• 

Notes:

• any further descriptions 
landlord details (if relevant) 
details of any vehicles, include registrations etc 
connections and a brief description of the alleged fraud 

  

 

ection provides information to qualify the information already provided on the 
t should also be used to record anything else relevant to the case. 

This s
form. I

6.0 - Determining The Most Appropriate Referral Method 

  

6.1 method. 
However, all

  

RID appreciate all referrals and there is no preference in the referral 
 referrals should be referred with reference to the information in 

Section 5.0.  

.2 For Academy (Benefits Module) Users, the referral should be made 

6.3 e 
 landlords or employers of groups of claimants

  

6
through Academy. (See Section 7.0). 

  

 For Academy Users (with access to the Benefits Module), where th
referral relates to  the 

he Academy System. referral should not be through t The Academy System 
currently only permits a referral through a claimant’s reference. 

 



 

 

Other methods of referral should be considered if Academy is not 
appropriate or is not accessible to the referrer. It is recommended that the 
form at Appendix A be used.  

An adobe printable version of this form is available on the intranet – using the 
click on "Refer a 
address given in 

  

6.5 

6.4 

site’s search facility enter "Benefits" then select Fraud and 
nternal mail to the Fraud".  Send this form via the post or i

Section 10.6. 

Although the Appendix A form is the preferred "manual" referral method, any 
other way is acceptable. A list of referral methods can be seen at paragraph 
4.1. Please ensure that as much information as possible is required (see 
paragraphs 5.4 – 5.7 for guidance). 

  

7.0 - Referring through the Academy System 

  

7.1 thod 

 
d when 

A Referral electronically through the Academy System is the preferred me
for users of the Benefits Module (or for those with the necessary access 
permissions) as it is the least time consuming on behalf of the referrer and RID.
However, the guidance in paragraphs 5.4 – 5.7 should still be considere
making the referral. 

  

7.2 Before making the referral please consider whether Academy is the suitable 
referral method for the nature of the referral, for example, if the referral relates 
to a landlord and a group of tenants Academy may not be the most appropriate 

6.3). 

7.3 ing the claimant’s HB reference. 
It is therefore important

method (paragraph 

  

The Academy System raises fraud referrals us
 when making a referral the correct HB reference is 

active. 



 

.4 To raise a new referral: 

• Select the "Claim" drop down icon from the Academy Desktop 

• window 

  

Frame HB3460 – New Fraud Referral should now be available to start entering 
the details of the fraud. If you have not got this window, repeat from paragraph 
7.3. 

  

ame HB3460 is pa completed automatically. The following fields 
(information boxes) need to be completed by the referrer: 

  

• Fraud Scheme 

rce of Notification 
• Benefits Agency Office 

Note: the "reference" field completion is not required as this is reserved for RID use 

These boxes should be self-explanatory.  However, if you are unsure what 
eds to be completed in these boxes please contact RID for clarification.  See 

Paragraph 10.0 for contact details. 

  

7.7 Frame HB3460 refers to the claimant of the suspected benefit fraud. They are 
not necessarily the fraudulent party. This information informs RID of the 
suspicious claim but not necessarily the details of the fraudulent party. The 
actual details of the fraud are contained within another frame, accessed by the 
"Details" button.  

 

 Select the "Details" button on frame HB3460. This will open a further frame 
HB3466 "Fraud Referral Details". In the lower window (coloured yellow) please 
enter all the information relevant to the alleged fraud. It is recommended the 
information desired in the guidance provided in paragraphs 5.4 – 5.7 is 
followed when completing this frame. 

7

  

• Select "Fraud" from the dropdown list 
Select "New Referral" from the just opened 

7.5 

7.6 Fr rtially 

• Fraud Type 
• Sou

only. 

ne

7.8
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button. Frame HB3466 "Fraud Referral Details" will disappear. You may still 
change any details (at this point) by selecting the "Details" button on frame 
HB3

  

ave finis ed, click the "Insert" button on frame HB3460. This will 
show a fraud reference number for information only. Click OK (keep a record of 

 7.9 Once the details of the alleged fraud have been entered, click on the "Save" 

460. 

7.10 Once you h h

this number if you wish to view the outcome of the referral – see paragraph 
9.2). RID will be advised of the existence of the referral on a daily referral 

tion on referral assessment.  

 

  there are any doubts or questions relating to the referral, RID may be 
time to discuss individual cases.  

contact details. 

  

ssessment 

 

8.1 As mentioned earlier, RID’s resources are limited and even with the best 
intentions, not every referral can be investigated.  There must therefore be in 
existence, a fair and transparent method of
the greatest 

 

This is then considered against the length of time the alleged fraud is said to 

Armed with this information, the referral is then “scored” against the Referral 
 Flowcha t (see Appendix B).  The flowchart has been designed to 

w the information to be assessed against its worth and likelihood of 
achieving a result. 

8.4 In essence, the referral goes through a two stage process.  The 1st stage 
determines its suitability for investigation and weeds out any referrals that may 
be better suited to the Department for Work and Pensions.  The 2nd stage 

report.  See section 8.0 for informa

7.11 If
contacted at any See section 10.0 for 

8.0 – Referral A

 selecting referrals that will address 
risk of loss to HB/CTB.  

8.2 The information on the fraud referral is used to make an initial assessment.  

have occurred and any potential overpayment. 

 

8.3 
Assessment
allo

r

 



 
“risk” – that is the likelihood that the referral will generate a res
ld be an economical use of scarce investigative resource. 
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relates to ult and 
that it wou

 

8.5 Even if the referral passes the two stages, if there are no resources to investigate 
the referral then it will be overloaded.  An overloaded referral although not 
investigated, has the potential to be revived and investigated at a later date if 
the resource becomes available 

8.6 If the referral could not be investigated, even if it was “overloaded”, the potential 
for passing it to another agency is explored.  Depending on the details of the 
referral, it may be passed to the Department for Work and Pensions, another 
local authority or in some cases the HM Revenue and Customs or the Police. 

8.7 Referrals that are not investigated are given a code, placed in the reference 
field of Academy Frame HB3462 – Amend Referral – Amend General Details.  
The code consists of two groups of 4 digits, all represented by zeros and ones.  
This information is used to inform an analysis of outcomes of referrals not 
investigated.  For more information on this please contact RID using the details 
in Section 10.6. 

8.8 Referrals that are to be investigated are then set-up electronically.   

8.9 All referrals, whether investigated or not, that originate from the Department for 
Work and Pensions or the Council, will receive feedback on the outcome of the 
referral.  See Section 9.0 – Referral Feedback.  In all cases, the reason for the 
outcome of the referral is noted on the fraud referral for every case. 

 

9.0 - Referral Feedback 

 
9.1 RID value all referrals made. Referrers from within the Council (or Department 

for Work and Pensions) will be provided with written feedback when: 
  

The referral has been assessed, advising whether it was accepted for 
investigation, and 

• when any investigation is closed.

 

 

• 



•  

9.2

Referrers who have access to the Academy Benefits Module will be able to see the 
reasons why their referral was accepted or rejected. To access this: 

• ensure that the relevant claim is open on the Benefits module 
• select "Claim" from the Academy Desktop 
• select "Fraud" from the drop down box 
• double click on "Amend Referral" 
• select the correct fraud reference (see paragraph 7.10) once with the left 

mouse button 
• without moving the mouse, click on the right mouse button - this brings up a 

new frame HB3462 "Amend General Details". Click on the "Details" button 

If a decision has been made the details will be visible in the top window (coloured 
white). It may be necessary to scroll down the window to see the full details. 

  
   

9.3 Cases resulting in a successful sanction will be circulated to staff on the 
quarterly newsletter. Other council staff can contact RID for an update (if 
desired) if they are informed the case is to be "Sanctioned". (A "sanction" is a 
Formal Caution, Administrative Penalty or Prosecution – for further information 
on these please contact RID - see Paragraph 10.0 for contact details.). 

9.4 Feedback will be given, as it is encourages further referrals and shows that the 
referrer’s actions are appreciated. Moreover, it is courteous to show that a 
referral has been considered for investigation.  

  

10.0 - Contacting RID 

10.1 To make a referral by telephone or

 

 to check on its progress, please call 
x3216 (01702 318041) and ask for Ray How. 

10.2 To speak to someone about a making a referral, please call x3216 (01702 
318041) and ask for Ray How. 

10.3 To forward a referral by e-mail, please send it to fraud@rochford.gov.uk

10.4 For any queries on this guidance or matters relating to it, please call x3214 
(01702 318032) and ask for Ray How. 

   

 



 
 
 
 
 

10.5 ce 

10.6 The following is a contact list for RID 

      

To send a referral by post, please address it to Matthew White – In Confiden
using the contact details from Section 10.6 

  TBA Ray How  

Position: Assistant Manager 
(Fraud) 

Team Leader 
(Fraud) 

 

Ext No: 3214 3215  

Dir cte  Dial: 01702 318032 01702 318033  

E-mail:  ray.how@rochford.
gov.uk

 

Address: RID, Council Offices, 7 South Street, Rochford, Essex, SS4 1BW. 

Generic E-
mail: 

fraud@rochford.gov.uk

Team Fax: 01702 545737 
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This form can be e-mailed to fraud@rochford.gov.uk or sent to: RID, Co

  R
  

 H
  REPORT OF 

SUSPECTED FRAUD  T
   
   
 

Date Form Co
 

mpleted:  
  

Type of F udra  Suspected: 
e.g. Undeclared P ner

 
art , Working and Claiming 

  

Length of time the fraud has been occurring:  
 
 

Details of Person Committi
 

Name:  
  

Address: 
 

 

  
 

Employment 
 

Details: 
Please include address, start/finish time if known 

 

 

  

Description: 
Please include dress, h
distinguishing features 

 
eight, hairstyle, any 
etc. 

 
  

Partner’s Details (if applicab
 

Name: 
 

 
  

Alternativ Ae ddress: 
(if known/applicable) 

 

 

  

Employment Details: 
Please include ad  start/finish times if known dress,

 

 

  

Description: 
Please include dress, h
distinguishing features 

 
eight, hairstyle, any 
etc 

 
  

Description of Fraud/Other
Please include as much information as possible about the fraud.  Include any undisclosed resident
description) and any other related addresses and vehicles.  Please explain any connections. 
 

 
 

 

  
 Please continue on the reverse of this form or separate sheet if necessary. 
Appendix A – Referral Scoring Methodology Flowchart
uncil Offices, South Street, Rochford, Essex, SS4 1BW. 

ID USE ONLY 
  

B REF:   
  

RACE? YES  NO   

  
   

 

  
  

ng the Fraud 
  

Date of Birth/Age:  

le or known) 

Date of Birth/Age:  

 Information 
s, descriptions, landlord details if relevant (e.g. name, address, 

  
Fraud Referral Form – September 2005  



 

 

Revenues and Benefits  
 

 
 

 
 
 

 
 

 

 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 

tion Policy 

 
 
 
 

 

Benefit Fraud Sanc
(back to fraud contents)
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oduction 

The Revenues and Benefits Department can provide residents of Rochfor

Intr
 

d 
with assistance with their rent and Council Tax through the Housing 

ount of payment is paid to the right person at the right time. 

 
 has an Anti-Fraud and Corruption policy 

and a Whistleblowing Policy.  This document focuses their content to the 

ntioned policies. 

 convicted by a criminal court. 
 

ft” offences.   
 

 of offenders is expedient for the promotion or protection 

 

 
 The Council encourages “whistleblowers” to report incidents of corruption 

and the Revenues and Benefits Department extend this to members of the 
public who may know of a benefit fraud2.  Accordingly, all reports of 

                                                

 

Benefit and Council Tax Benefit schemes.  Where a person is entitled to 
benefit, the Revenues and Benefits Department will strive to ensure that 
the right am

 
 The Revenues Investigation Department exists as part of the Revenues 

and Benefits Department to provide assurance to the Council and its 
Council Tax Payers that the money it pays out in benefits only goes to 
genuine claimants.  

Rochford District Council already 

Revenues and Benefits area and in no way undermines the guidance laid 
out in these policies.  In effect, this document is secondary to the Council’s 
aforeme

 
 The term “offender” within this document means any person who is shown 

to be responsible (by way of an investigation) for an instance or 
instance(s) of benefit fraud on the balance of probabilities and is not 
necessarily a person

 
Scope to Punish Offenders 
 
 Fraud is not actually defined in law.  However, fraud usually entails the 

loss of something of value to someone or something that has used 
dishonest methods to obtain it.  Very generally, offences of fraud are dealt 
with as “the

 The Council is legally empowered to bring prosecution(s) against 
offender(s) under Section 222 of the Local Government Act 1972 where 
the “prosecution
of the interests of the inhabitants of their area”. 

 
The Revenues and Benefits Department takes reasonable steps to ensure 
that benefits are paid correctly, but it is a sad realisation that the Revenues 
and Benefits Department are at risk from a minority of people that are 
intent on trying to obtain money fraudulently.  The Revenues and Benefits 
Department echoes the Council’s statement that it will not tolerate fraud 
and is committed to punishing fraudsters. 

 
2 See paragraph 0 for reporting details 

- 353 - 



 

information will be treated in the strictest confidence and the source 
of the information will not be revealed in the course of any investigation.  
Any allegations of internal fraud will be passed for the immediate attention 
of the Head of Service for Revenues and Benefits who will direct the 
appropriate course of action. 

  DEPARTMENT will investigate 
allegations of fraud in accordance with the appropriate legislation and 

tions. 

re the outcome of a fraud investigation shows a person or person(s) 
of 

benefit will be vigorously recovered. 

 

ecution against the 
offender(s).  The Code for Crown Prosecutors  recommends that each 
case must be considered upon its merits and this may mean that an 

priate 
sanction.   

 

e considered for further action.  This 
information available from the investigation will be compared with the 
outcome from the flowchart (see Appendix 1) to reach a recommended 

Using this information, this recommendation will be assessed by the 
Revenues and Benefits Manager.  The Revenues and Benefits Manager 
will review the case and evidence and consider the guidance from the 
Code for Crown Prosecutors when making their decision upon the final 
outcome5. 

 
 The Revenues and Benefits Manager may agree with the recommended 

outcome or recommend a different course of action.  The course of 
action taken to punish an offender after fraud is found is referred to 
as a sanction. 

                                                

 
THE REVENUES INVESTIGATION

make use of legislation where it provides a statutory provision to obtain 
information.  It will also consider its own policies and those from other 
bodies (for example, the Department for Work and Pensions) when 
conducting its investiga

 
 Whe

have obtained money to which they are not entitled, any overpayment 

 
In addition to the recovery of any monies lost, THE REVENUES 
INVESTIGATION DEPARTMENT will review the evidence and consider 
whether there is sufficient evidence to consider a pros

3

alternative to prosecution may be considered to be an appro

 
To assist in the decision making process and determining the correct 
sanction, THE REVENUES INVESTIGATION DEPARTMENT will check 
for any previous sanctions with the Department for Work and Pensions4 
and with the local police for any similar offences over the last 5 years.  
This will be done for each cas

decision on the investigation’s outcome. 
 

 
3 For more details, see http://www.cps.gov.uk/publications/docs/code2004english.pdf
4 The Department for Work and Pensions holds information on benefit fraud offenders for 
national benefits, such as Income Support.  A sanction record held by the Department for 
Work and Pensions will strongly suggest that prosecution is the only viable outcome.  See 
paragraph 0 et seq. 
5 This includes the statutory consideration to enable the Council to prosecute as shown in 
paragraph 0 
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 will not just be limited to the main subject of an 

investigation, for example, a benefit claimant.  Where third party(ies) have 

ction” and subject to the 
considerations in this document. 

 found out and punished.  It also shows taxpayers 
of the District that fraudulent activity will be punished and is not tolerated 
by the Council. 

 
 

o n

Sanction action 

been found to be involved with the fraudulent activity, they will also be 
considered to be subjected to a “san

 
Sanctions 
 
 Sanctions exist to punish offender(s) and act as a deterrent against future 

offending.  When such actions are publicised, the deterrent value 
increases as this may divert others from fraudulent activity by showing that 
fraudulent activity will be

 Three types of sanction (and therefore outcomes that offer a punishment) 
exist: 

 
F rmal Cautio  

 
offence 

in place of being prosecuted in a criminal court.  The offender must have 
the offence before this sanction can be offered.  A Formal 

Caution is administered in accordance to Home Office Guidance Circular 

A previous Formal Caution can be cited in court if the offender re-offends 
in future. 

 

 A Formal Caution is where an offender signs a form admitting an 

admitted 

18/1994. 
 

 

 

Administrative Penalty 
 

An Administ rative Penalty is another alternative to being prosecuted in a 
criminal court.  The offender does not have to admit the offence in order to 
accept the sanction, but they must agree to pay back 30% on top of the 
money they defrauded.  Administrative Penalties are offered in accordance 
will Sections 115A/115B of the Social Security Administration Act 1992. 

 
 Administrative Penalties may be offered to persons other than the benefit 

claimant (such as a landlord).  In this case, the amount of the 
Administrative Penalty is a set amount as determined by Section 115B of 
the Social Security Administration Act 1992. 

 
A previous Administrative Penalty cannot be cited in court if the offender 

subsequently re-offends.
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Prosecution 

 
 A prosecution is where an offender is taken to court to answer charges 

brought against them.  Ultimately, an offender can be imprisoned by the court 
for any offences deemed “proven” by the court.  Prosecutions are normally 
brought against an offender for benefit fraud offences by the Council under 
Sections 111A or 112 of the Social Security Administration Act 1992. 

 
 
 A Formal Caution or an Administrative Penalty are offered to less serious 

offences with prosecution reserved for the most serious. 
 
 
Determining the Appropriate Sanction 
 
 The most appropriate outcome to an investigation will vary from case to case 

and will depend on the factors found in that investigation.  In order to come to 
that decision, the Revenues Investigation Department will consider the 
following when recommending a case for sanction action, with the Revenues 
and Benefits Manager checking that it has been followed. 

 
 The factors of the case to be considered are based upon the Code for Crown 

Prosecutors (as mentioned above) and take into consideration the financial 
loss to the Council.  They should be read in order to arrive at the most 
appropriate sanction and as they are only guidance, they can be deviated 
from where it is deemed necessary.  However, any deviation from the 
guidance below will be fully documented and be exceptional. 

  
 
Is there a realistic chance of obtaining a conviction? 
 
 In effect, this means that there must be enough evidence to support a 

prosecution.  It would be grossly unfair to take sanction action against a 
person where there is not enough evidence to support probable guilt.  If no, 
no further action will be taken except to recover any overpaid monies6. 

 
 
 Did the person fail to respond to requests for an Interview Under 

Caution? 
 

 The usual practice for an interview under caution is to invite the person by 
letter, sent 7 days before the appointment is due to their last known place of 
residence.  If this appointment is missed and no contact is made, the second 
and final request is hand-delivered to the last known address again providing 
at least 7 days before the appointment. 

 

                                                 
6 The recovery of an overpayment is separate to any criminal offences and does not rely on a 
criminal conviction or “sanction” for recovery action to be taken  
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 Without an interview, a person suspected of an offence cannot put their side 
of the story forward and cannot offer any reasonable explanation.  Failing to 
attend an interview under caution will be treated as a failure to co-operate 
with the investigation and as a result prosecution will be recommended. 

 
Has the person been committed of a like offence and/or had a previous 

sanction? 
 

 A sanction has to be reasonably suspected of acting as a deterrent to future 
offending.  Where there is evidence to show that the person has been 
“sanctioned” for a previously like offence (e.g. theft, benefit fraud) in the last 5 
years, it is unlikely that a “lesser” sanction of a Formal Caution or 
Administrative Penalty will be an effective deterrent.  A prosecution will be 
recommended where this is true. 

 
 

 Is there evidence to show collusion related to the offence(s) with a third 
party? 

 
 Collusion with a third party to commit an offence brings with it an element of 

planning.  Where there is evidence to show that another person has been 
involved in the fraud, a prosecution must be the only outcome to reflect the 
case’s seriousness. 

 
 

 Is there evidence to show that the claim was fraudulent from the start? 
 

 A claim false from the outset shows contempt for the benefits system and the 
taxpayers of the district.  The serious nature of the initial intent to defraud is 
so serious that only a prosecution can only be the most appropriate 
outcome. 

 
 

 Is the financial loss greater than £2,000 or is the fraud's timescale 
"substantial"? 

 
 By nature of the rates of benefit paid, a loss to the Council of £2,000 may 

indicate that the fraud has accrued over a period greater than 3 months.  At 
an example rate of Housing Benefit at £125 per week, the fraudulent activity 
would take 16 weeks to create £2,000 would need to pass.  However, for 
cases where only (say) £25 per week Council Tax Benefit is paid, it could 
take 80 weeks committing the same fraud to accrue £2,000 worth of 
fraudulent gain.  Due to this, the timescale of the fraud must also be 
considered with the amount of overpaid benefit. 
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 If the answer to paragraph 0 is true, then further consideration is required as 
to whether “Social Factors”7 apply.  If Social Factors do not apply, then a 
prosecution can only be the most appropriate outcome. 

 
 
  Is the osecution 

will NOT be an effective deterrent? 
 

 This is similar to the considerations in paragraph 0.  If offering an “alternative” 
(i.e. a Formal Caution or an Administrative Penalty) will not provide a 
sufficient future deterrent, then a prosecution can only be the most 
appropriate outcome. 

 
  
 Did the person admit to an offence in the Interview Under Caution? 

 
 By this stage, it is likely that a “lower end” sanction of a Formal Caution or an 

Administrative Penalty will be an appropriate outcome of the case.  If the 
offender admitted the case in the interview under caution offer a Formal 
Caution, otherwise offer an Administrative Penalty.  

 
 

 Did the person refuse the offer / not attend two appointments? 
 

 If the offer of a Formal Caution or an Administrative Penalty is refused or the 
offender did not attend the appointments to offer the sanction, then the 
outcome must be to prosecute.  This will preserve the future deterrent value 
of a Formal Caution and Administrative Penalty by backing it up with more 
serious action if the offer is declined.  It will also demonstrate the tough line 
the Council takes with offenders. 

 
 

 A flowchart summarising the above is shown at Appendix 1. 
 

                                                

re evidence to suggest offering an "alternative" to pr

 
7 See the “Code for Crown Prosecutors” for more information 
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Reporting Fraud 

 
 Information relating to fraudulent activity can be provided to the Council in 

numerous formats and may be anonymous: 
 

 

A freephone number is available during office hours on 0800 328 6340.  
reported to staff directly by phoning 

ours.  Outside of these hours an 

 
 

 formation may be faxed to 01702 545737 anytime.  Please mark it clearly 

 Information may be e-mailed to fraud@rochford.gov.uk

 
 By Telephone
 
 

Alternatively, the information can be 
01702 318041 during the Council’s opening h
answerphone operates. 

 

By Fax 
 

In
“FAO: Fraud”. 

 
 By e-mail 

 
 at anytime. 

 
 Send all written allegations of fraud to:  THE REVENUES INVESTIGATION 

DEPARTMENT – In Confidence, 7 South Street, Rochford, Essex, SS4 1BW. 
 
 
 Via the Council’s Website  

 
 At the time of writing this area is being developed to enable on-line fraud 

reporting.  Please visit www.rochford.gov.uk

 
 By letter 

 and search for “fraud” for more 
information. 
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Appendix 1:  
Summary Flowchart 

 
Sanction Flowchart

Is there NOTany realistic 
chance of obtaining a 

conviction?

Has the person previously 
been convicted for a like 

offence and/or had a previous 
"sanction"?

Is there evidence to show  
collusion related to the 

offence(s) w ith a third party?

Is there evidence to show  that 
the claim w as fraudulent from 

the start?

Did the person fail to 
respond to requests for an 
Interview Under Caution?

NO SANCTION 
ACTION

PROSECUTE

no

yes

no

no

no

no

yes

yes

yes

yes

GO TO 2

START 1
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Offer a
Formal Caution

Do "Social Factors" 
apply?

Is the f inancial loss greater 
than £2,000 or is the fraud's 

timescale "substantial"?

Is there evidence to suggest 
offering an "alternative" to 
prosecution w ill NOT be an 

effective deterrent?

Did the person NOT admit 
to an offence in the 

Interview Under Caution?

Did the person refuse the 
offer / not attend two 

appointments?

Offer an 
Administrative 

Penalty

yes

CONTINUE FROM 1

no

yes

yes

no

yes
PROSECUTE

END

no yes

no

no
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m Other Council Departments 

 

Complaints  



 
 

 
1.0

 
1.1 The

dat  
Co  
R+ curity of the data it 
holds. 

1.2 ccept that the data it holds is valuable to other organisations and is 
often beneficial to share with third parties (including other Council 
Departments).  Sometimes R+B has a statutory duty to provide information, 

ome cases it should not share its data 
at all.  

 
1.3 This document is guidance on what information R+B will disclose and the 

circumstances in which it will disclose.  It is accepted that this document will not 
fit all scenarios, but consideration to it should be made to it at all times.  The 
Revenues and Benefits Manager (RBM) will have the final say on what 
information is disclosed and may make changes to this policy at any time. 

 
1.4 The person making a disclosure of information is personally liable should 

that information have been supplied unlawfully.  It is therefore imperative that 
the person dealing with the request is confident that they are supplying 
information appropriately. 

 
1.5 This document is not an authoritative statement of the law and should not 

be construed as such.  Any legal opinions should be sought from a qualified 
legal person.   

 
 

  Introduction  

 Revenues and Benefits Department (R+B) holds a vast amount of personal 
a for the purpose of administering Housing Benefit, Council Tax Benefit and
uncil Tax for the residents of Rochford District Council.  As data controllers,
B are responsible for maintaining the accuracy and se

 
R+B a

other times it has the discretion and in s
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2.0  Statutory Provisions to Disclose Information 
 
 

2.1 The main statutory provisions that enable R+B to supply information are as 
follows. 

 
 

2.2  The Freedom of Information Act 2000 
 

2.2.1 The Freedom of Information Act 2000 (FOIA) came into force on 
1st January 2005 and requires a local authority to provide 
information on demand within 20 working days of a request being 
made. 

 
2.2.2 The legislation in effect made every request for information to a 

local authority one under the FOIA.  However, R+B have always 
dealt with requests for information (e.g. request for information on 
benefit rates) and such requests for information are unchanged 
under the legislation. 

 
2.2.3 Unless an exemption to supplying the data under the FOIA exists, 

the Council has a statutory obligation to supply the requested 
information in a format required by the requesting person.   

 
2.2.4 An example of an exemption to supplying information under the 

FOIA relates to personal information.  Personal information is 
dealt with under the Data Protection Act 1998 and a request 
under the FOIA does not invalidate the requirements under the 
Data Protection Act 1998. 

 
2.2.5 FOIA requests, other than those that would usually be done as 

part of a job, should be forwarded to the Departmental Freedom 
of Information Champion. 

 
 

2.3 The Social Security Administration Act 1992 
 

2.3.1 Section 122 of the Social Security Administration Act 1992 
(SSAA) requires a local authority to provide information on 
Housing Benefit (HB) and/or Council Tax Benefit (CTB) to the 
“Secretary of State” for the purpose of benefits administration, for 
example, the Department for Work and Pensions. 

 
2.3.2 Section 122 of the SSAA also permits the sharing of HB/CTB 

information with the Inland Revenue, for the purpose of tax credit 
administration and other local authorities for the purpose of 
HB/CTB administration. 

 



 
 

2.4 The Data Protection Act 1998 
 

 
rmits a data 

subject, that is any person whom the Council holds
personal data on, to have access to their own data for
the purpose of ensuring that the information that the
Council hold is valid and/or up to date. 

 
2.4.1.2 Section 7 of the DPA permits a person to request

personal data about themselves only.  Third party 
requests cannot generally be made and for a disclosure 
to be made the person is subject to a £10 fee.  Upon 
payment of this fee and unless an exemption applies 
(for example, the disclosure would prejudice justice) the 
information must be supplied to the person within 40 
days. 

 
2.4.1.3 Any requests for personal information should be 

forwarded to the Departmental Freedom of Information 
Champion. 

 
 
 

2.4.2 Exemption from Non-Disclosure Provisions (Section 35) 
 

2.4.2.1 Section 35 of the DPA allows a disclosure of personal 
data where there is a statutory duty to provide the 
requested information.  For example, this could be
where a court order has been made to require the
Council to supply details of a claim 

 
2.4.3 Exemption from Non-Disclosure Provisions (Section 35A) 
 

2.4.3.1 Section 35A of the DPA permits exemption of the
disclosure provisions where the information requested
is supplied to a Member of the Council or a Member of 
Parliament to allow them to investigate matters as part 
of their duties to their constituents. 

 

2.4.1 Subject Access Requests (Section 7) 

2.4.1.1 The Data Protection Act 1998 (DPA) pe
 
 
 

 

 
 

 
 

 



 
 
3.0  Non-Statutory Provisions to Disclose Information 
 
 

3.1 The Data Protection Act 1998 
 

above statutory provisions, does 
permit personal data to be provided for the purposes of: 

- The investigation and/or detection of a crime 
nsion of offenders, or 

- The collection and/or assessment of any tax or duty 
 
3.1.2 Under Section 29 of the DPA, this only permits the disclosure of 

information and there is no legal requirement to provide it.  
Therefore, it is imperative on the person making the disclosure 
that they have appropriate authority to do so. 

 
3.1.3 In case of any doubt, requests should be forwarded to the 

Departmental Freedom of Information Champion or to a 
supervisor prior to disclosure. 

 
 

3.2 Requests From Other Council Departments

3.1.1 The DPA, in addition to the 

- The apprehe

 
 

3.2.1 R+B is conscious that the information it holds may assist the 
general discharge of the Council’s functions and in some cases 
speed up administration.  However, it is also conscious that the 
information that it holds has only been gathered for the purposes 
of the administration of or investigation of Housing Benefit, 
Council Tax Benefit and/or Council Tax matters. 

 
3.2.2 In order to ensure that information supplied by R+B is transparent 

and legitimate to other Council Departments, a Protocol for the 
sharing of information exists.  Any Council department that thinks 
it may benefit from this should contact Simon Hayward, Assistant 
Manager, on x3155. 

 
3.2.3 R+B will reserve the right to refuse to supply information where it 

does not meet the terms of this document and/or the Protocol. 
 

 



 

 
 

Information 
 

 All requests for information will be forwarded to the correct section 
within Revenues and Benefits to deal with the request.  For example, 

s 
l 

wo 
 refusal date. 

 
2 The request for information must be made in writing (or by e-mail) and 

 
• 
• 
• it the request and/or disclosure of 

information 

 
4.3 erion is met, it needs to be considered whether the 

s 

 
4.4 equest for information was made under Section 29 of the 

3.1.1 

 
.5 Where the request for information is complied with, the information 

must be supplied in writing (or by e-mail) and a copy retained with the 
.  Only information requested should be 

4.0  Disclosure of 

4.1

investigation related requests will be forwarded to the Revenue
Investigation Department for action.  It is recommended that a centra
file, of numbered requests, is kept with its contents retained for t
years from the request compliance or

4.
state: 

the reason for the request 
what information is being requested 
what legislation is applicable to perm

 
Any requests that do not meet these criteria must be rejected and the 
response should state the reasons for rejection.  Rejection reasons should 
be recorded on the request if the reasons for rejection are communicated 
over the telephone.  

If the crit
information to be supplied is held and whether the disclosure is under a 
statutory request.  Also, consideration to reasonable response time
should be given and should follow at minimum the corporate timescales. 

Where the r
Data Protection Act 1998 (see above) the person dealing with the request 
must satisfy themselves that at least one of the criteria applies as in 
above. 

4

original request for audit purposes
supplied. 

4.6 d of why 
inal 

 
4.7 ny response must 

then be forwarded to the central file. 
 
 
 
 
 

 
If the request for information is not complied with, then a recor

the information has not been supplied must be kept with the orig
request. 

The original request and a copy of or record of a
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5.0  Complaints 
 

e 
r 

the Council’s Complaints Procedure.  The RBM may assign the complaint 
erson. 

 
 
 
 
 

5.1 Any complaints about the unlawful provision of data and/or failure to 
deal with requests for information satisfactorily are to be brought to th
attention of the RBM and will be dealt with as any other complaint unde

to be dealt with by another appropriate p
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1.0 - Introduction 

   

1.1 Since February 1999 Local Authorities such as Rochford District Council 
have been able to make use of the Do Not Redirect (DNR) scheme.  The 
DNR is operated in accordance to Section 182A of the Social Security 
Administration Act 1992 (as amended). 

  
1.2 In essence, the DNR scheme stops mail from Rochford District Council 

being forwarded to another address, thereby eliminating the opportunity 
for fraudsters to claim at an address to which they do not live.  Also, it 
notifies the Council of any moves of claimants as post that cannot be 
delivered is returned to the Authority.  

 

1.3 In order for post marked to be returned, special envelopes have to be 
used clearly stating DNR and have a return address for post.  All items of 
Housing Benefit and Council Tax Benefit correspondence, as well as 
any payment cheques, are sent in DNR envelopes by Revenues and 
Benefits (R+B).  This also means that payment cheques are not instantly 
recognisable. 

1.4 DNR envelopes, when returned to the Council, are received by the Post 
Room with other items of post.  They are collated and at the end of post 
opening are forwarded to the Revenues Investigation Department (RID) as 
potential fraud. 

1.5 Further information on DNR can be found at Section E of the DWP’s 
VF/Safe Manual. 

 

2.0 – Do Not Redirect Post Returned  

2.1 Once per day, returned specially marked DNR envelopes are returned to 
RID for the attention of the Fraud Intelligence Officer (FIO).  As a 
potential source of information for an investigation, each returned 
item of post is logged as a fraud referral on the Academy System (see 

e for how to log a referral).  This logging also allows a 
bers o  counted.  

Do Not Redirect Items should be logged onto Academy immediately 
upon receipt, where resources allow this. 

referral guidanc
record and num f DNRs received to be



 

 

e the Benefits record on Academy and insert a new fraud 
on on frame HB3462 (to show frame HB3466) 

is where details of the returned cheque are stored.  The FIO is to record: 

- any
- any
- details of any stickers / items placed on the envelope by Royal Mail 
- a d

On  ensure that the fraud type is marked as “DO NOT 
REDIRECT - RETURNED POST” and the source of the referral is “POST 
OFFICE”. 

2.3 In addition to the inputting of the referral, the FIO will also conduct a basic 
system check to ascertain: 

(a) if the cheque has been issued in error 
(b) if there is a history of cheque encashment issues 
(c) if the cheque was issued to the correct address 
(d) whether the letter was actually placed in the envelope correctly 

(masking the address) 
(e) whether the claim is still live 

and enter any findings onto frame HB3466.  

 

2.4 If (a), (c) or (d) apply, the FIO is to add a recommendation to the “Details” 
(frame HB3466) that no further action is required. 

2.5 Where the FIO has reasonable suspicions that benefit may or is 
being paid incorrectly or fraudulently (based upon the above checks) 
and the claim is still in payment, the claim should be suspended to save 
any further/potential loss.   

The FIO if required to suspend a claim, will e-mail a R+B senior officer 
with a summary of why the suspension is being requested.  A note of any 
suspension request will also be noted on frame HB3466. 

2.6 The referral will then be assessed and actioned in accordance to the 
current procedure (see referrals – assessment procedure). 

2.2 The FIO will locat
referral.  The “Details” butt

 information written on the envelope 
 addresses written on the envelope 

escription of what is enclosed in the envelope 

 frame HB3462
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3.0 – Disposal of DNR Documentation 

3.1.2
here there is a current open 

 

.2.1 envelope itself, is placed for filing 
by the FIO in the main Benefit file.  A covering note is also attached so 
that the documentation can be identified.  

4.1 

 Payments and 

2

e redirection address details are available to the 

4.3

.3
address (person making the request and the redirection forwarding 
address) could be made under the provision of the Social Security 
Administration Fraud Act 2001 (SSFA 2001). 

 

3.1 Cheques 

3.1.1 To assist in correcting financial records, original cheques must be 
returned to Payments and Income for cancellation by the FIO.  
Payments and Income will separately advise R+B of cancelled 
cheques for reconciliation on the Academy System. 

 As part of this reconciliation, the R+B Officer will check Academy for any 
current referral and/or investigation.  W
referral or investigation, the R+B officer will contact RID directly before 
continuing with any action.  This will ensure that any potential fraud 
investigation is not compromised. 

3.2  Other Documentation 

 Any other documentation, including the 3

 

4.0 – Investigations into Do Not Redirect  

DNR investigations will usually follow the pattern of Non-Residency type 
referrals and the same line of enquiry should be considered.  The original 
returned cheque/returned post should be located from
Income / main Benefit file and attached the investigation. 

4.  In general, after the introduction of the Human Rights Act 1998, the Post 
Office and Department for Work and Pensions (DWP) stated that Section 
182B of the Security Administration Act 1992 (that allowed for the 
provision of redirection address details) did not comply with Human Rights 
legislation as the power to DNR pre-dated the Human Rights Act.  
However, th
investigator under other statutory power. 

  The Social Security Fraud Act 2001 

.1 Further to 4.2, the DWP and the Post Office agreed that requests for an 4
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4.3.2 Where possible, requests should be made under this legislation as it 
is free.  Requests for this data must be on the appropriate form for this 
purpose and sent via the National Anti-Fraud Network or the DWP’s 
Operational Intelligence Unit. 

on data is termed as Communications 

4.4

Post Office.     

4.4

Data under RIPA 2000 legislation.  If this route is considered it is 

 

 

 

 

4.4  The Regulation of Investigatory Powers Act 2000 

4.4.1 The issue with redirection data (see 4.2) is that it is in effect, personal 
information that falls under the Article 8 Right to Respect for Private and 
Family Life.  Subsequent legislation, the RIPA 2000 empowers this article 
further by restricting the use of investigative powers.  Under the RIPA 
2000, Part 1 Chapter 2, redirecti
Data.  

.2 As opposed to the SSFA 2001 (4.2), communications data although 
available, is not free of charge to obtain and the company involved is 
allowed to make a charge for this information.  This also applies to the 

.3 Access to this data is via the local authorities’ SPOC, the Single Point of 
Contact, who is registered with the Home Office and able to contact 
organisations (also known as the “industry”) in relation to Communications 

recommended that the SPOC be contacted first for advice. 
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Introduction 
 
1.1 The R nues and 

Bene gation and 
detection of fraud against Housing Benefit (HB) and Council Tax Benefit 
(CTB).  The Revenues Investigation Department (RID) have statutory 
powers at their disposal in the fight against benefit fraud.  This document 
relates to the statutory powers known as “Authorised Officers” and to the 
Council’s appointment of such officers. 

 
1.2 “Authorised Officers” can relate to powers under Schedule 6 to the Child 

Support, Pensions and/or under Social Security Act 2000 or an 
authorisation under Section 1 of the Social Security Fraud Act 2001.  The 
former is the more common authorisation, whereas the latter is usually only 
exercised by an intelligence agency working on behalf of a local authority. 

 
1.3 The powers originating from the Social Security Fraud Act 2001 are often 

known as “New Authorised Officer”. 
 
 
 
Description of Powers 
 
 
 The two types of Authorised Officer both relate to authorisations under 

Section 110A of the Social Security Administration Act 1992 and all 
authorisations are made by the Council’s Finance Director.  However, the 
differences between the two sets of authorisations differ. 

 
Schedule 6 to Child Support, Pensions and Social Security Act 2000 

 
 An Authorised Officer under the above can be authorised to make visits to 

premises8 (although not by force) and/or make written9 requests for 
information.  Either way,  can require a person and/or 
an organisation to su purposes of investigating 
HB/CTB fraud. 

 
 The requests for informa r though do not empower the 

Authorised Officer to gain information relating to banking functions.  These 
powers allow the Authorised Officer to compel employers, the self-employed 
and pension providers to supply payment details to further an investigation. 

 

                                                

evenue Investigation Department, a section within Reve
fits at Rochford District Council, is responsible for the investi

the Authorised Officer
pply information for the 

tion under this powe 

 
8 Section 109C of the Social Security Administration Act 1992 (as amended) 
9 Section 109B of the Social Security Administration Act 1992 (as amended) 
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 The Authorised Officer only requires a reasonable suspicion that an 
organisation holds information to assist in a fraud investigation to use the 
powers. 

 
 

Section 1 of the Social Security Fraud Act 2001 

egislation is only empowered to make 
written requests10 for information and the requests for information relate 

 to financial institutions for access to capital and/or other banking 
affairs. 

 
bvious reasons, extremely intrusive and are only used 

as a last resort to gain information to further the fraud investigation.  The 
Authorised Officer before making the request must be satisfied that the 
request is reasonable and proportionate to the suspected offence in question. 

 
 
 Both sets of Authorised Officer powers ensure that RID can lawfully obtain 

compelling evidence against benefit fraudsters.  Under Section 111 of the 
Social Security Administration Act 1992 it is also an offence for any person to 
obstruct and/or fail to comply with a request from an Authorised Officer. 

 
 It is currently the position of the Revenues and Benefits Manager that RID are 

not “Authorised Officers” to make use of the powers available under Section 1 
of the Social Security Fraud Act 2001.  These powers are available to use 
through the National Anti-Fraud Network free of charge and as they are 
removed from jurisdiction of RID, provide an extra layer of assurance that 
requests for information are proportionate and reasonable.  (See paragraph 
0). 

 
 
 

Applying for an “Authorised Officer” Authorisation 
 
3.1 The Director of Finance is responsible for appointing authorised officers 

and is entitled to make those appointments under Section 110A of the 
Social Security Administration Act 1992. 

 
3.2 An application for authorisation will only be made to officers that have 

completed the necessary training course.  Currently, the standard training 
courses are part of the Department for Work and Pensions’ 
Professionalism in Security (PINS) framework, known as PINS911 for 
“Authorised Officers” under Child Support, Pensions and Social Security 

                                                

 
 

 
 An Authorised Officer under the above l

primarily

 These powers are, for o

 
10 Section 109B(2A) of the Social Security Administration Act 1992 
11 5  Creditable alternatives to a similar standard exist and will be considered instead of “PINS” 



 

Act 2000 and PINS9A12 for “Authorised Officers” under the Social Security 
Fraud Act 2001. 

orised 
vering 

 photograph 

g 
 
 

 
rtificates are required to reflect the differences in 

authorisation. 

vels may be removed or changed on the direction of the 
inance Direct pon changing roles and/or 

 

 
Use of Powers 

4.1 Paragraph 0 provides for the current position of the Revenues and 
Benefits Manager for the use of the Social Security Fraud Act 2001 
Authorised Officer powers by RID staff.  However, this position may be 

anged at the discretion of the Revenues and Benefits Manager 
where it is deemed beneficial to RID. 

r 
t 

 of 
ed Officer. 

 
 

ence.  Any decision 

e 
m the Academy system.  The wording may be 

 

                                                

 
3.3 An application must be made in writing using the appropriate Auth

Officer template obtainable from the Council’s Print Room and a co
memo.  A copy of the applicant’s certificate of training and a
must also be provided to support the application. 

 
3.4 The Finance Director will decide upon the authorisation and by signin

the certificate, agrees the authorisation.  The certificate is then passed
back to the Print Room for laminating and permanent attachment of the
photograph. 

 
3.5 If the applicant is authorised to hold “both” 13sets of Authorised Officer

powers, two ce

 
3.6 Authorisation le

F or and automatically lapse u
leaving the Council’s employment. 

 

 

ch

 
4.2 In light of the above, RID only directly exercise functions unde

Schedule 6 to the Child Support, Pensions and Social Security Ac
2000 and the remainder of this section relates solely to this type
Authoris

 
4.3 Un-notified Authorised Officer visits should only be made where it is

considered beneficial to the investigation to not pre-warn an employer
(etc) of a visit, for example, to not compromise evid
to make such visits must be documented on the investigation file. 

 
4.4 Requests for information by notified visit or post must be made on th

templates available fro
transferred to a Word document format but the spirit of the wording 
should be kept.  Wording may be added specifically to tailor each
request. 

 

 
 
13 See paragraphs 0 and 0 
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4.5 “Authorised Officer” leaflets14 must be provided to all persons spoken to
and/or written to and Codes of Practice should also be available in case
they are requested.  If the Codes of Practice

 
 

 are not available at the 
time of the inquiry, one must be sent to the requesting person as soon 

as 

 Requests for information must be fair and reasonable.  The use of time 
limits to allow a person to supply information should take into 

ds 
n 

 
 the 

 

 
 use of their powers this must be brought to the attention 

of the Assistant Manager (Fraud) for consideration of legal 

4.9 
 

 

as possible, preferably upon return to the office if the request came 
a result of a visit. 

 
4.6

consideration the circumstances of the company (e.g. busy perio
such as salary calculations) but should be set to enable an investigatio
to progress timely. 

4.7 Failures to supply information must be followed-up promptly after
time allowed has expired.  This will enable any problems in supplying
the information to be identified and can indicate obstruction15. 

 
4.8 Where it is believed that an Authorised Officer has been obstructed in

the legitimate

proceedings. 
 
 

Recording of Authorised Officer Activity 

 
 
 
 

 
 
 
 
 

                                                 
41

of the powers of the Authorised Officer  
 A standard leaflet supplying information about Authorised Officer visits, including the limitations 

15 See paragraph 0 
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Introduction 

ing as Visiting 
(FIO). The document gives 

uidance as to their conduct, responsibilities and duties in their day-to-day 
professional responsibilities and duties. 

he aim is to outline principles in the conduct of VOs and FIOs. The Code is not 
intend d to res ict the discretio  FIOs, but aim to define th duct 
on which their discretions should be exercised. It applies equally to all VOs and 

ye or contracted b the Authority and it applies when officers are not 
at work (where their actions may reflect on their professionalism with regards to 

ploym n . 
This code exists to cement an officer’s responsibilities and what is expected of 

nd does n t in any way replace or supersede any other guideline whether 
ry or other ise. 

ERMS USED WITHIN 
M(F) – Assistant Manager (Fraud) 
onflict of interest – Any situation that does or could arise where the officer’s 

integrity could be brought into question. 
Vulnerable Persons – Any person from the following (but not limited to) the 

following group: single females, elderly persons, 
mentally ill, persons aged under 18. 

fficers – Any visiting officer and/or Fraud Officer. 

 

ONDUCT 
eneral 

Os and FIOs will be required to report to the Revenues and Benefits Manager 
BM) any proceedings for criminal offences taken against them (the conviction 

f a criminal offence may result in disciplinary action being taken by Rochford 
District Council). 

Os and FIOs must report to the Assistant Manager (Fraud) (AM(F)) any 
terest(s) they may hold in any person, relative or close friend where a ‘Conflict 
f Interest’ may occur whilst carrying out their normal duties. 

Os and FIOs must report to the AM(F) any interest(s) they may hold in property 
ther than their main residence) where a ‘Conflict of Interest’ may occur whilst 

arrying out their normal duties. 

hey will be responsible for their own actions in relation to Health and Safety not 
nly for themselves, but other members of staff and must adhere to the 

Departmental Safety Policy. All concerns or possible breaches of Health and 
Safety rules or legislation must be passed to the AM(F). 

 
This document is for the guidance of staff in the fraud section work
Officers (VO) and Fraud Investigation Officers 
g
working practices, and their 
T

e tr n of VOs or e con

FIOs emplo d 

their em e t)

them a
tatuto

 o
ws

 
 
T
A
C

O
 

 
C
G

V
(R
o

 
V
in
o
 
V
(o
c
 
T
o
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In their dealing with members of the public, Investigators will be seen to act with 
fairness and honesty. VOs and FIOs must have regard at all times to a person’s 
right to private life (under the Human Rights Act 1998). 
 
To avoid suspicion, any offer of a gift to them or their family by any member of 
the public, must be politely refused (discretion should be exercised and the 
matter referred to their Chief Officer or the Chief Executive if in doubt, via the 
AM(F). 
 
Officers must have their Identification tag (ID) with them at all times and at the 
point of contact with the claimant produce the ID, state their name, where they 
are from, the department hey are from and the purpose for their visit. 
 
Members of the public will not be visited before 08.30am and after 07.30pm, 
unless requested and by prior arrangement of agreed with the AM(F). Members 
of the public are also entitled to a third party at an interview, whether it is from a 
legally qualified person or friend. (The VO or FIO may leave the premises and 
terminate the interview if the third party is disruptive). Such instances should be 
reported to the AM(F). 
 
Any officer when visiting vulnerable persons will confirm with the interviewee that 
the officer can continue with the interview. In the event that the interview does 
not agree, the officer will arrange a further interview recommending that either: 

• a friend is present at the interview; or 
• a female officer conducts the interview and/or accompanies a male 
colleague. 

When dealing with distressed persons, all officers will be expected to show 
concern to attempt and assist the claimant to return to a clam state where it is 
safe to do so. 
 
No attempt must be made to conduct an interview until the person has had 
sufficient time to calm down and had the opportunity to have another person 
present. 
 
When dealing with aggressive (or those people who are likely to become 
aggressive) people an officer’s first concern is for their own safety. They must not 
respond with any aggressive actions and must not encroach on the claimant’s 
private space. They should use their discretion to leave and report any incident to 
the AM(F) immediately. 
 
When dealing with people who do not speak or who are not fluent in English, or 
the officer cannot speak the interviewees’ own language, the officer must not 
conduct an interview in the absence of a trusted/approved person capable of 
acting as interpreter. 
 
VOs when suspecting a fraudulent activity must not confront the claimant with an 
allegation. The officer will complete the verification statement and discuss the 
matter with a FIO on return to the office. 
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In their dealings with other members of staff and members of the public officers 
are to act with fairness, honesty and integrity. 
 
FIOs are required to refrain from political activity which will bring them into 
conflict with the public and must remain impartial at all times in the course of their 
duties. 
Officers must be of a clean and smart appearance, wearing clothing that is of 
business attire, including shoes that provide protection for the feet. 
 
Officers are required to have with them at all times a mobile phone and to have 
advised a colleague on a suitable visiting log of their intended visits for the day. 
Officers should keep in regular contact with the office and call in, to advise of 
their progress at least every two hours. Officers must keep their mobile phone 
switched on whilst out of the office and advise of any deviation from their 
proposed route. 
 

Legislative 

FIOs in the course of their duties will adhere to the guidelines given here and to 
the Codes of Practice relating to the Police and Criminal Evidence Act 1984, the 
Criminal Proceedings (Investigations) Act 1996 and the Regulation of 
Investigatory Powers Act 2000 (RIPA). 
 
FIOs involved in cases of suspected fraud will conduct their investigations and 
interviews in accordance with the Police and Criminal Evidence Act 1984 Codes 
of Practice and the Criminal Proceedings and Investigations Act 1996. 
 
When compiling a case history, FIOs will ensure the accuracy and completeness 
of their reports. That evidence gathered and contained in reports will be in 
compliance with the Police and Criminal Evidence Act 1984 Codes of Practice 
and the Criminal Proceedings and Investigations Act 1996. 
 
FIOs must be appointed and issued with a certificate (warrant) under Section 
110A of The Social Security Administration 1992 to enter business premises and 
with reason require information and documents to ensure that the Social Security 
and related Acts are being compiled with. Officers should not make repeated 
visits if it is clear that they will not be allowed entry or access to records or 
evidence. Officers will keep detailed written reports of visits and advice the AM(F) 
immediately of non-compliance. 
 
Officers are expected to maintain confidentiality and abide to Data Protection Act 
1998. Case history or information gathered in the course of their duties must not 
be used for personal gain. Case history or information gathered in the course of 
their duties must not be divulged to other parties, except to other recognised 
organisations when a request must be in writing and the information has been 
requested under the appropriate legislation. 
 
VOs and FIOs, as with all officers employed at the Council have a legal 
responsibility that attention is drawn to any suspected irregularity or malpractice 
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by other officers, as per The Confidential Reporting Policy and the Council’s Anti-
Fraud and Corruption Policy Statement. 

 
Any breach of the principles in this document may result in 

disciplinary taken by the Council 
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