An aid to the Issue and Receipt of Clerical Claim Forms

Background

1. Although the Jobcentre Plus preferred method of taking new claims to benefits is to use the telephone to enable interaction with the customer supported by CMS, other traditional routes such as customers asking for claim forms or writing in with requests remain open.

2. This product documents the processes to be followed when a customer or Representative, where due to the Customer’s circumstances this is the most appropriate route, when making a new claim to benefit requests a Clerical Claim Form rather than preferred method of using the CMS process.

3. It gives clear advice about how to handle these forms and when to book a WFI so that customers choosing this method of claiming are not disadvantaged.

4. The product provides (or links to) clear advice about what kinds of action should be taken when a customer requests a CCF 

5. The product describes what action to take in the:

· Contact Centre
· Jobcentre
· BDC
Note: Customers can obtain clerical claim forms from other sources including downloading from the Internet. These forms must be treated the same as any form issued by Contact Centre or Jobcentre. 

Customer or Representative Calls the Contact centre and requests a Clerical Claim Form. (CCF)

First Contact Officer (FCO)
6. The FCO explains the Jobcentre Plus preferred method of conducting our business by phone. If the customer or representative agrees follow the normal contact centre process. 

7. If the customer or representative states that they still want a CCF the FCO should then establish reasons for the request. Potential reasons that could be identified and therefore could be dealt with by the normal SOM process are

· Language Barriers: 

Follow the process for communication difficulties in the SOM 

http://intralink/corp/toolbox/is_abm/som/diagrams/cms/process/70/L12/Normal.htm
· Speech or Hearing Difficulties:

Offer the customer or representative a F2F FCO interview, if accepted, advise customer someone will call them with an appointment time. Record Customer’s immediate contact details on LMS Conversations.  Set workflow on LMS to notify admin to contact Jobcentre and inform them that the customer or representative requires an F2F FCO appointment.  
Offer customer access to text phone if appropriate. If accepted give customer or representative text phone details. 

Note: This list is not exhaustive and anyone can request a F2F FCO interview and if offering one will remove need for CCF this should be considered.

8. If after all other options have been considered the customer or representative still requests a CCF the FCO will explain the advantages of using CMS to establish any benefits that the customer may be entitled to by referring to the toolkit at Annex A. If the customer or representative agrees to use CMS the normal contact centre process should be followed.

9. If the customer or representative still insists on being issued with a CCF the FCO should

· Establish Benefits by checking if the customer will agree to complete inbound call if already in CMS. If they do not agree or CMS has not been started you will need to use the toolkit provided. Annex B Check with the customer or representative if they wish to claim any other benefit. They may also request another benefit and should be issued with whichever form they require

· If using CMS and CSA interest is identified, follow existing CS422 procedures. On return from CSA, annotate the CS422 that a CCF was issued and forward the CS422 to the Jobcentre. If not using CMS the CSA interest will be identified at either the Jobcentre or the BDC

· Once benefit is established check with customer if they have claimed the same benefit within the last 12 weeks. If they state they have check dates on heritage system and if dates are within 12 weeks and there has been no change in circumstances a Rapid Reclaim form is appropriate 

· If JSA is the benefit established check if Joint claim appropriate using Annex D
· Gather Information Regarding Tax Credit New Claim or Change of Information on an Existing Claim Where Appropriate New Tax Credit Handbook - paragraph 3040 & 6000
· Establish WFI requirements. Using link  http://intralink/jcplus/library/guidance/cms/01/01_28.htm  and read First Remember that for a joint claim both parties must have a WFI booked in line with current procedures

Remember that WFI for IB or IB/IS cases is re-scheduled for 8 weeks

· If a WFI due arrange time and date with customer or representative in line with existing procedures

· Advise customer or representative to take completed claim form to WFI along with any evidence requested on the claim form. 

· If the WFI is waived/deferred or re-scheduled 

· Advise customer or representative to complete the claim form and send it to the Jobcentre along with any evidence requested on the claim form. Advise customer when form must be returned by and what happens when the form is received in the Jobcentre.

· Remind customer or representative that any delay in providing evidence may affect their claim. 

· Update LMS with details of WFI booked / waived / deferred / rescheduled.

· If appropriate advise customer or representative that there may be entitlement to claim HB/CTB. For JSA and IS customers the HB/CTB forms will be enclosed with benefit claim form. IB customers will have to approach their local authority. 

· Offer Jobsearch as per existing guidance

· End conversation with customer

· Update LMS conversations with 

“CCF requested, issue form (enter form needed). IDOC  -/-/--.”   Enter any clerical forms / letters to be issued to Customer e.g. form ES2

Set workflow for admin team in line with current procedures and include the term “ CCF “ i.e. A N Other AA000000A CCF
· If CMS record started/held Refer to appropriate officer to withdraw using existing procedures. 

Note: If customer or representative demonstrates unacceptable behaviour follow existing procedures

FC Admin Team

10. On receipt of workflow with CCF marked, the admin team should

· Annotate relevant claim form on page 1 with “Issued at customer request” and Initial date of contact from LMS conversations. 

· For IS and IB claims mark the form with the date the form should be returned by to Jobcentre using Annex C
· Issue form to customer with appropriate clerical letters and Jobcentre reply envelope if appropriate

· If F2F FCO appointment required call Jobcentre with customer details.

· On return forward CS422 to Jobcentre annotating CS422 that a CCF was issued

Medical Certificate received at Contact Centre

11. If the Contact Centre receive a Medical certificate form a customer they should refer the certificate to the IB team for appropriate action.

Customer or Representative Requests CCF at Jobcentre

12. Jobcentre staff should explain the Jobcentre Plus preferred method of conducting our business by phone. If the customer agrees give them the Contact Centre details.

13. If the customer or representative states that they still want a CCF then Jobcentre staff should then establish reasons for the request. Potential reasons that could be identified and therefore could be dealt with by the normal SOM process are 

· Language Barriers: 

Follow the process for communication difficulties in the SOM http://intralink/corp/toolbox/is_abm/som/diagrams/cms/process/70/l13/Normal_1.gif
· Speech or Hearing difficulties:

Offer the customer or representative a F2F FCO interview. If accepted arrange F2F FCO appointment. 

Offer customer or representative access to text phone if appropriate. If accepted give text phone details. 

Note: This list is not exhaustive
14. If after all other options have been considered the customer or representative still requests a CCF the Jobcentre staff will explain the advantages of using CMS to establish any benefits that the customer may be entitled to by reading the script at Annex A to the customer..

15. If the customer or representative agrees to use CMS give them the Contact Centre details.

16. If the customer or representative still insists on a CCF then the Jobcentre staff should take basic details and arrange for the customer or representative to be given an appointment to see the F2F FCO. If possible this should be arranged for the same day. 

17. The F2F FCO will interview the customer or representative and

· Establish Benefits using toolkit provided. Annex B Check with the customer or representative if they wish to claim any other benefit. They may also request another benefit and should be issued with whichever form they require

· CSA interest will be identified at either the FA interview or the BDC

· Once benefit is established check with customer if they have claimed the same benefit within the last 12 weeks. If they state they have check dates on heritage system and if dates are within 12 weeks and there has been no change in circumstances a Rapid Reclaim form is appropriate 

· If JSA is the benefit established check if Joint claim appropriate using Annex D
· Gather Information Regarding Tax Credit New Claim or Change of Information on an Existing Claim Where Appropriate New Tax Credit Handbook - paragraph 3040 & 6000
· Establish WFI requirements. Using link http://intralink/jcplus/library/guidance/cms/index.htm
Remember that WFI for IB or IB/IS cases are re-scheduled for 8 weeks

· If a WFI due arrange time and date with customer or representative in line with existing procedures

· Advise customer or representative to take completed claim form to WFI along with any evidence requested on the claim form. 

· If the WFI is waived/deferred or re-scheduled 

· Advise customer or representative to complete the claim form and send it to the Jobcentre along with any evidence requested on the claim form

· Remind customer or representative that any delay in providing evidence may affect their claim. 

· Update LMS with details of WFI booked / waived / deferred / rescheduled.

· If appropriate advise customer or representative that there may be   entitlement to claim HB/CTB. For JSA and IS customers the HB/CTB forms will be enclosed with benefit claim form. IB customers will have to approach their local authority. 

· Offer Jobsearch

· End conversation with customer

18. If the customer or representative is unwilling to wait to see the F2F FCO Jobcentre staff should not refuse to issue the CCF but they should explain to the customer or representative that their benefit might be delayed because it has not been possible to establish if a WFI is required. The CCF should be annotated with the details that the form has been “Issued at customer request and that WFI requirements have yet to be established”.  The IDOC should also be marked on the form. The CCF should be given to the customer or representative and they should be informed to return it to the Jobcentre along with details of any evidence and proof of identification required.

19. If Customer requests help to complete form they should be referred to an appropriate member of staff to give assistance. The customer should not be referred to an outside body.

Annotated CCF Brought back into the Jobcentre by Customer or Representative

20. Stamp the form with date received in the office

21. If an IB form send direct to BDC

22. If IS or JSA CCF is annotated with “Issued at customer request” the staff should initially check to see if WFI arrangements have been established. If WFI is waived, deferred or re-scheduled the CCF can be accepted and posted to the BDC. If WFI appropriate remind customer of date and time and advise them to retain the CCF until their appointment. 

23. If WFI details have yet to be established then advise the customer or representative that the form will need to be referred to a F2F FCO to establish if a WFI is required. If the customer is willing to see the F2F FCO try to arrange an interview on the same day. If they are still unwilling to see the F2F FCO then they must be advised that the claim process cannot continue until WFI requirements have been established and that it is possible that they will be called back into the Jobcentre to attend an interview before their claim will be processed. CCF should be passed to the F2F FCO to determine WFI requirements as per Para 34 to 37
24. If Customer requests help to complete form they should be referred to an appropriate member of staff to give assistance. The customer should not be referred to an outside body.

Annotated CCF arrives at the Jobcentre by post

25. Stamp the form with date received in the office

26. If an IB form send direct to BDC

27. For other benefits Jobcentre staff will need to check the WFI status. If WFI appropriate hold CCF until appointment. If WFI waived, deferred or re-scheduled then the CCF can be sent directly to the BDC. In cases where a WFI has not been established, the CCF should be referred to F2F FCO immediately so consideration can be given to whether a WFI is required or not. 

28. If the WFI is waived, deferred or re-scheduled the F2F FCO will set up the LMS record and then will either pass the CCF back to the FA admin to send to BDC, or will forward the form themselves to BDC for processing.

29. If at this stage CSA interest is identified action should be taken in line with existing procedures. 

30. It the F2F FCO discovers that an WFI is due they should contact the customer preferably by telephone as a matter of urgency to arrange the WFI. If this is not possible they should send the customer an appointment letter with the details of any arranged WFI interview. In addition they should advise the customer of the I.D. and evidence requirements they will need to bring to their WFI. They should also set up any LMS record with the relevant details and retain the CCF until the customer attends their meeting.

31. If the F2F FCO cannot establish if a WFI is required because the CCF is incomplete they should urgently contact the customer by the most appropriate means. This will usually be by telephone but again if this is not possible then a letter should be sent to the customer asking them to either contact us or send any missing information.

32. When the information is received and WFI can be established then the appropriate action should be taken as in Para 26 to 26

Customer has an FA meeting/WFI booked 

33. Prior to any meeting FA Admin should check the B/F and link and pass any relevant documents to the FA. The FA will then preview all relevant information held on LMS and Legacy systems, which may be relevant to the interview. They should also check PD150 for PV markers. If during preview or interview CSA interest is identified a CS422 should be e-mailed to the CSA immediately. On return of CS422 appropriate action should be taken in line with existing procedures.

34. Receptionist will establish if Customer has attended and greets the Customer. If customer has attended they will take the CCF from customer and photocopy any supporting evidence and pass the customer and paperwork to the FA

35. If customer has attended on the wrong day or at the wrong time remind customer of appointment details

36.   If Customer is late the Receptionist should

· Establish if FA Has Sufficient Time to See Customer. If they have para 34 refers. 

· If the FA does not have time to see customer but can check CCF copy supporting evidence and pass all documents to the FA and refer customer to the PA

37. At the FA interview the CCF should be checked for completeness and that it has a signature. If any information is missing a JCP5 should be issued to the customer, with instructions to send the evidence directly to the BDC. Identity should be confirmed using existing procedures. If CSA action is required this should be done as existing process. The customer will then be referred to the PA who will conduct the WFI and annotate the JSA CCF or JCP4 for claims to IS with conditionality details. Following the WFI the PA will update LMS as necessary and will refer the customer back to the FA if appropriate or advise customer of next steps and end interview. The CCF and any relevant paperwork must be passed back to the FA who will forward it onto the BDC. If customer has returned the FA will deal with any other benefit enquiries and end interview with customer

38. If the claim form has not been fully completed, check whether the customer is in one of the groups exempt from the requirement to provide a properly completed claim form. If they are, note the claim form to this effect and pass to the adviser.

If they are not ask the customer to complete the form where possible and proceed with the interview or refer to the Back to Work Team leader if there is insufficient time for the form to be completed to decide whether the interview can proceed. If the interview can proceed, the customer will need to be seen again immediately after the interview to complete the claim form check. If the customer is unable to complete the form, the NJI cannot proceed and another appointment must be made.

Note: If the customer arrives without a completed form, give them another form and take action as per Para32

Un-annotated CCF arrives at the Jobcentre by post

39. Stamp the form with date received in the office

40. If IB form send direct to BDC

41. The FA admin should first check both LMS and CMS for any record of the CCF being issued and the reason why it was issued. Listed below are possible reasons and the action to be taken in each case.

Record held CMS contingency.

42. FA admin should clearly annotate the form that it was issued through CMS contingency arrangements. They should then follow CMS contingency guide to deal with the CCF.

Record held and customer requested CCF

43. FA admin should check if a WFI has been arranged. If it has they should retain the CCF until the customer attends for their WFI appointment. If a WFI is has been re-scheduled or waived/deferred, they should annotate the CCF accordingly and should send the CCF to the BDC as soon as possible.

No record held on LMS

44. If after checking the LMS no record is found the CCF should be referred to F2F FCO immediately so consideration can be given to whether a WFI is required or not. If the WFI is waived, deferred or re-scheduled the F2F FCO will set up the LMS record and then will either pass the CCF back to the FA admin to send to BDC, or will forward the form themselves to BDC for processing.

45. If at this stage CSA interest is identified action should be taken in line with existing procedures

46. If the F2F FCO discovers that a WFI is due they should contact the customer preferably by telephone as a matter of urgency to arrange the WFI. If this is not possible they should send the customer an appointment letter with the details of any arranged WFI interview. In addition they should advise the customer of the I.D. and evidence requirements they will need to bring to their WFI. They should also set up any LMS record with the relevant details and retain the CCF until the customer attends their meeting.

47. If the F2F FCO cannot establish if a WFI is required because the CCF is incomplete they should urgently contact the customer by the most appropriate means. This will usually be by telephone but again if this is not possible then a letter should be sent to the customer asking them to either contact us or send any missing information.

48. When the information is received and WFI can be established then the appropriate action should be taken as in Para 36 to 37.

.

Letter Requesting a CCF received at the Jobcentre

49. If the Jobcentre receives a letter requesting a CCF the Jobcentre staff should complete a JCP20. They should then send the JCP20 and the letter to the Contact Centre inline with existing procedures

Medical Certificate received at Jobcentre

50. If the Jobcentre receive a Medical certificate form a customer they should refer the certificate to the IB team for appropriate action.

BDC Action

Medical Certificate arrives in IB team

51. The IB team should first check if there is a current live IB claim. If the answer to this is yes then they deal with the certificate as normal. 

52. If there is no live claim to IB they should return the certificate to the customer with a form SSP6. This form advises the customers of the action to take to claim IB. For example, if they are in employment they are advised to pass the certificate to their employer who will take the relevant action to award SSP etc. If they are unemployed the SSP6 advised the customer to telephone the Contact Centre to claim IB. In either case the actions taken should be recorded on the SSP5 list.

Customer rings BDC Requesting a CCF

53. If a customer calls the BDC and requests a CCF, BDC staff should refer the customer to the contact centre who will deal with the request in the normal way. They should record the contact on an A6 and retain. 

Letter arrives requesting a CCF

54. If BDC staff receive a letter from the customer requesting a CCF then the BDC staff should follow the existing JCP20 process.

CCF received by BDC

55. Stamp the form with date received in the office

56. If a CCF arrives at the BDC without any annotation then the action to be taken depends on the benefit the customer wants to claim. 

57. For IB or IB/IS cases the claim should be processed as normal. Then parts 1, 3 and 5 of a JCP4 should be completed and details of the benefit the customer wishes to claim should be entered on part 2, the form should then be sent to the appropriate Jobcentre. 

58. For JSA and IS only claims the form should be referred to the F2F FCO at the appropriate Jobcentre, to establish the WFI requirements.

59. If an Annotated Claim Form arrives in the BDC, then the BDC will take action to gather or check the required evidence from the customer. The BDC will ensure that the conditionality is noted on the customers record and when the I.D. and evidence is confirmed they will process the customers claim directly onto Legacy. NB there will be no CMS involvement in these cases.

60. If CSA interest is identified and has been missed at either the Contact Centre or Jobcentre take appropriate action in line with existing procedures

Annex A
Advantages of using Contact Centre/Face to face Electronic Gather
· Ensures that the correct Benefits are identified quickly for you

· Eliminates the need for multiple forms.

· Gathers all the relevant information required to process your claim via the telephone by asking only the questions relevant to you

· The service is ‘Tailored’ to meet your specific requirements 

· It could take several days for the Clerical Claim Form to reach you by post which you will then need to complete in writing

· If the information is gathered electronically it reduces the need to re-contact you to gather information that you could have missed on a Clerical Claim Form 

· You will be advised of all evidence you will need to produce to support your claim

Annex B
SHORT GUIDE TO BENEFITS 


Housing Benefit and Council Tax Benefit


Housing Benefit and Council Tax (HB/CTB) are tax-free, income related benefits.  They are awarded in the case of HB to customers responsible for paying rent and CTB is awarded for those with liability to pay Council Tax, on a property in which they are resident.  Also they must have a low income or be entitled to Income Support or Jobseeker’s Allowance (Income Based).

If the customer is entitled to HB and rents a council property the local authority reduce the amount payable.  However, if they rent from a private landlord or housing association then benefit is normally paid to the customer or landlord direct.

Entitlement to CTB will mean a reduction in the Council Tax due.

Claims to HB and/or CTB are made on form HCTB1, or where the claim meets the conditions for a Rapid Reclaim then HCTB1RR should be issued.

Incapacity Benefit


If the customer is incapable of work due to illness or injury, he may wish to claim Incapacity Benefit. 

If the customer was previously employed and is claiming Incapacity Benefit because the Statutory Sick Pay (SSP) being paid by his employer is due to end or he is not entitled to SSP, he should have received form SSP1 from his employer. Form SSP1 shows details of his statutory sick pay (SSP) and the date it is due to end, or has ended. 

Ask the customer if he has received this form, as he will normally need it to support his claim Incapacity Benefit and should take steps to obtain it from his employer. 
If SSP is in payment and is not due to end, a claim for Incapacity Benefit will not be appropriate as Incapacity Benefit cannot be paid at the same time as SSP, however the customer may wish to claim Income Support instead, to ‘top up’ the amount of SSP received.  See guidance for Income Support. Claim pack A1 or A1R is appropriate. 
Customers without a partner, who are not in receipt of SSP, or who’s SSP is due to end and who have savings of less than £16,000 can claim Incapacity Benefit and also Income Support if they wish. (Both sets of claim forms must be issued, if both benefits are claimed). Form SC1 and claim pack A1 or A1R if a Rapid Reclaim, are appropriate 

Customers without a partner who are not in receipt of SSP, or who’s SSP is due to end and who have savings of more than £16,000  can claim Incapacity Benefit only. Form SC1 is appropriate 

Customers who are not in receipt of SSP, or who’s SSP is due to end and who have a partner who is not working, or who works on average less than 24 hours per week, can claim Incapacity Benefit and Income Support if their savings are less than £16,000 – Both sets of claim forms must be issued if both benefits are claimed. Form SC1 and claim pack A1 or A1R if a Rapid Reclaim, are appropriate 

If their savings are £16,000 or more  Incapacity Benefit only can be claimed. Form SC1 is appropriate

Customers who are not in receipt of SSP, or who’s SSP is due to end and who have a partner who works on average 24 hours per week can claim Incapacity Benefit only.  Form SC1 is appropriate 
Income Support

Income Support can be claimed either as a benefit in its own right, i.e. by a lone parent, or by a pregnant woman who is within 11 weeks of her Expected Date of Confinement (EDC) and who has no entitlement to Statutory Maternity Pay or Maternity Allowance, or as a ‘top up’ to other benefits that are in payment or have been claimed, i.e. either Incapacity Benefit; Carers Allowance and Maternity Allowance. It can also be claimed as a ‘top up’ to Statutory Sick Pay (SSP) or Statutory Maternity Pay (SMP). A customer must satisfy at least one of the criteria before a claim for Income Support can be considered or made. 


Income Support – Lone Parent


The customer must be - living without a partner; have at least one dependent child under the age of 16 for whom they receive child benefit; have savings of less than £8,000 (£16,000 from 10th April 2006) and if they are working - working for less than an average of 16 hours a week, before they can claim Income Support as a lone parent. Claim pack A1 is appropriate, or A1R if a Rapid Reclaim.
Income Support – due to pregnancy


The customer must be – within 11 weeks of her Expected Week of Childbirth (EWC), have savings of less than £8,000 (£16,000 from 10th April 2006) and, if working, work for less than an average of 16 hours per week.  If these conditions are satisfied the customer does not have to provide medical evidence.  Where the customer is in receipt of Statutory Maternity Pay (SMP) this will be treated as income and taken fully into account when working out her entitlement to IS.  If the customer has a partner, their joint savings must be less than £8,000 (16,000 from 10th April 2006) and, if the partner is in work – be working for less than an average of 24 hours per week.  Claim pack A1 is appropriate, or A1R if a Rapid Reclaim.
 Where the customer states that she is incapable of work due to a condition arising from her pregnancy, and is not within 11 weeks of her EDC, the IS Decision Maker (DM) will need to see medical evidence to support her claim. The customer would also need to claim Incapacity Benefit (IB) in this instance. Claim pack A1, or A1R if a Rapid Reclaim and Form SCI is appropriate.
Income Support as a carer

The customer must be - caring for someone for at least 35 hours per week; be in receipt of, or claiming Carer’s Allowance; have savings of less than £8,000 (£16,000 from 10th April 2006); if working – working for less than an average of 16 hours per week and if they have a partner who works, the partner must be working for less than an average of 24 hours per week. Claim pack A1 is appropriate, or A1R if a Rapid reclaim. 


Income Support – due to incapacity, including customers in receipt of, or not entitled to Statutory Sick Pay
See Incapacity Benefit guidance overleaf


This list is not exhaustive. 

Jobseeker’s Allowance
There are two types of JSA that can be claimed. Jobseeker’s Allowance Contribution based JSA(C) and Jobseeker’s Allowance Income based, JSA(IB), if there is any doubt about which the customer may qualify for, he should be advised to claim both types – the claim form JSA1 provides further guidance.

The customer must be – available for and actively seeking work; and working for less than an average of 16 hours per week. 

In addition, to claim JSA (IB) the customer must have savings of less than £8,000 (£16,000 from 10th April 2006). If the customer has a partner a joint claim may be appropriate http://intralink/1/jcp/guidance/bus_del/a-z/Jobseekers%20Allowance%20Procedural%20Guidance/index.asp#
  If the partner is working and a joint claim is not appropriate, the partner must not be working for an average of 24 hours or more per week. 

JSA(C) is payable to customers who satisfy the conditions above and who have paid sufficient National Insurance contributions in the previous two tax years prior to the year in which the claim is made. There is no limit to the number of hours the customer’s partner can work as JSA(C) is paid for the customer only.  JSA(C) must be claimed in all cases.

Claim pack JSA1 is appropriate

Carers Allowance

CA is payable to someone caring for a severely disabled person. The disabled person must receive either:

· Attendance Allowance (AA); or 

· the highest or middle rate care component of Disability Living Allowance (DLA); or 

· Constant Attendance Allowance (CAA) (at or above the normal maximum or basic (full day) rate). 

To qualify for CA the carer must:

· care for the disabled person for at least 35 hours per week 

· be at least 16 

· not be in full-time education of 21 hours or more each week 

· not earn more than £79 per week after certain allowable expenses have been taken into account (note that occupational pensions do not count as earnings) 

· be resident in GB at the time of the claim, or be treated as being present (e.g. members of HM Armed Forces (including their family), mariners and airmen, UK continental shelf workers, or temporary absence – see below); and 

· have been living in the UK, Isle of Man, Jersey or Guernsey for at least 26 weeks out of the last 12 months (time spent in another EEA country may count in some circumstances); and 

· not be subject to immigration control. 

To claim CA, the customer:

· can make a claim on-line, using the electronic form on the DWP website, www.dwp.gov.uk/lifeevent/benefits/carers_allowance.asp; or 

· completes the claim form attached to leaflet DS 700; and 

· sends the claim form to: 

CA Unit
Palatine House
Lancaster Road
Preston
PR1 1HB

Maternity Allowance

MA is payable to women who: 

· are pregnant and have 11 weeks or less before the baby is due; or 

· have already given birth. 

· They must not be entitled to Statutory Maternity Pay (SMP) 

· Entitlement is for a maximum of 26 weeks. 

To qualify for MA the customer must: 

· be pregnant or have recently given birth; 

· have stopped work; 

· not be entitled to SMP; 

· have been employed or self-employed for at least 26 weeks in the 66 weeks before the Expected Week of Childbirth (EWC); and 

· earned on average at least £30 (Maternity Allowance Threshold-MAT) a week.

To claim MA the woman: 

· gets a maternity certificate (MATB1) from her doctor or midwife. The doctor or midwife cannot sign this form more than 20 weeks before the expected week of childbirth; and 

· completes form MA1, enclosing the maternity certificate MATB1 and form SMP1, if she is not entitled to SMP from her employers; and 

· sends all forms to the local Jobcentre Plus or social security office. 

· The claim should be made on or after the 14th week before the EWC and no later than three months after the date MA would start. Claims should not be delayed as this can result in loss of benefit. 

 Industrial Injuries Disablement Benefit

IIDB is payable to someone who, on or after 5 July 1948, has suffered a disablement caused by a loss of physical or mental faculty because of: 

· an accident at work; or 

· a prescribed disease caused by their work. 

· The diseases that are prescribed for IIDB are listed in schedule 1 to the SS(II) (Prescribed Diseases) Regulations, or see leaflet DB1. 

· With a few exceptions, a person must be at least 14% disabled to qualify for IIDB. The extent of a person’s disability is usually established through examination by specialist doctors. 

· Only people who are employed earners, or who can be treated as employed earners, are eligible for IIDB. 

· IIDB is not payable in respect of accidents suffered or diseases contracted while the customer was: 

· self employed; 

· a member of HM Forces; 

· a trainee on a training course run by the former Employment Services Agency (ESA). 

The disablement must be the result of an accident that occurred or a disease that was contracted while the person was employed in: 

· Great Britain (GB); 

· a member state of the European Community (EC); 

· a country with a reciprocal agreement with the UK covering industrial injuries; 

· a country that is not covered by the EC regulations or an RA, but is one in which the person paid 

· Class 1 contributions or special Class 2 volunteer development workers contributions at the relevant time.

· A person who suffers an industrial accident or contracts a prescribed disease in a country not covered by the EC Regulations cannot claim IIDB until they return to the UK.

To claim IIDB, the customer: 

· completes the relevant form in the BI 100 series (see list below); 

· sends it to the Jobcentre Plus or social security office which deals with IIDB claims for their area. 

Bereavement Benefit

This benefit replaced Widows Benefit from 9 April 2001 and is payable to both men and women who satisfy the qualifying conditions. 

The benefits due depend on: 

· the age of the widow/widower; 

· if there are children in the family for which the widow/widower is receiving Child Benefit (ChB); and 

· the contributions paid prior to the late spouse's death. 

Those widows who pay reduced rate National Insurance Contributions (NICs) may continue to do so until their Bereavement Benefit ceases. 

Due to the complexity of this benefit it is advisable to issue the claim form (BB1) to the customer so that an accurate decision can be made and issued to the customer.

Annex C

How to calculate the calendar month 

· For the claim to be considered from the IDOC, the customer must return the claim form within one calendar month. 

· In most circumstances, the calendar month runs from the IDOC until the same date in the following month if this is a working day. 

 

Example 1 

The customer requests a claim form on 18 November 1998. The calendar month is 18 November 1998 to 18 December 1998. 

On both these dates the office should be open to the public and for post deliveries. The latest date of return is 18 December 1998. 

However, you must adjust the date of return if: 

· the calendar month starts on the IDOC and ends on the first working day after the calendar month ends, if this is not a working day 

· the calendar month ends on a day when the office is not expected to be open, i.e. a weekend, bank holiday or other known closure dates. In these circumstances, extend the latest date of return until the first date you expect the office to be open 
 

Example 2
The customer requests a claim form on 31 July 1998. The calendar month end is the last day of the following month, i.e. 31 August 1998. 

As the office is closed on 31 August 1998 due to a bank holiday, extend the date to 1 September 1998. 

· the last day falls on a shorter month, when there is no corresponding date in that month, or 

· there is not a corresponding date in the month following the IDOC. In these circumstances, use the last day of the following month 

 

Example 3 

The customer requests a claim form on 30 January 1998. The calendar month ends on the last date of the following month, i.e. 28 February 1998. In a leap year, use 29 February. As 28 February 1998 is a Saturday and not a working day, the revised date is 2 March 1998. 

· the first day the claim form can be returned to the office after an unexpected closure 

· an office is closed unexpectedly which prevents the claim form being received on the latest date of return. In these circumstances, extend the latest date of return to the first date the claim form can be received 

 

Example 4 

The latest date of return is 27 November 1998. The office is closed due to a flood on 27 November 1998. The office reopens 30 November 1998. The revised latest date of return is 30 November 1998. 

Annex D

Joint Claims

FCO must ask the customer: 
Do you have any dependent children aged under 20 living with you?
If the customer answers yes, Joint Claim is not appropriate.
If the customer answers no, the FCO then asks:
Do you have a partner? We use partner to mean a person you are married to, a civil partner of, or living with as if you are married to them or a civil partner of them and is:
* Age 16 years or over
* Who are members of the same household
* Who may temporarily not be living at the same address
If the customer was born on or before 28/10/1957 ask:
Was your partner born after 28/10/1957?
If No, Joint claim not appropriate.
If Yes, or customer was born after this date then ask all of the questions below:
· Do either you or your partner work on average 16-24 hours per week? 

· Are either you or your partner in receipt of Young Persons Bridging Allowance? 

· Have either you or your partner had a sanctioned imposed on your benefit? 

· Are either you or your partner receiving payment of a European Economic Area imported benefit? (even if JSA (IB) is in payment) 

· Do either you or your partner have any restrictions imposed by the Home Office on your right to work in this country? 

· Is your partner temporarily absent from Great Britain? 

· Are you/your partner (FCO to change depending on sex of customer) pregnant and in receipt of Statutory Maternity Pay, Maternity Allowance or within 11 weeks of the baby being due and do/does not want to make yourself/herself available for work?

· Have you/your partner had a baby in the last 7 weeks and do/does not want to make yourself/herself available for work? 

· Are either you or your partner in receipt of SSP from a job of over 16 hours?

· Are you or your partner over pension age (60 for women, 65 for men)? 

If the answer to any of the above questions is yes, then joint claim is not appropriate and FCO should book a single 40 minute WFI for the customer.
If the answer to all the above questions is No, then joint claim is appropriate and the FCO should read the script below:
In certain cases if you or your partner are wanting to claim Income Based Jobseeker’s Allowance both of you have to claim together.  We call this a Joint Claim and both of you have equal responsibility for it.  From the information you have given me so far a Joint Claim will be appropriate.  
FCO should then book a double (80 minute) WFI in LMS.

