 


Note: reference to “bank” includes building

society/ Post Office® card account
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    1 BLS will check ARUCS on day 4(day after crediting day) 

   2 All Post office® card account investigations must be passed to BLS


From: CUSTOMER REPORTS NON-RECEIPT OF BANK/BUILDING SOCIETY DIRECT PAYMENT (EXCLUDUNG PO ca) TO BUSINESS AS USUAL

You must ensure all necessary system checks have been carried out before contacting the bank. All POca investigations should be referred to BLS.

Ensure all customer and payment details are available before making the call to bank.

1. Name of customer 

2. Sort code and account number

3. Customer correct sort code and account number (if different)

4. Amount of payment 





Note: reference to bank includes
5. Date due to be credited





building society account


Contact the bank, ask to speak to BACS Department and Explain the reason for the call

All Post Office® card account investigations must be passed to BLS
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There are a number of reasons why a customer may report that they have not received their Direct Payment. For example


Customer Error – Customer may be unaware that the payment has successfully credited to the account.


Payment not due – The customer mistakenly thinks/Incorrectly informed that the payment is due.


Payment Returned/Recalled  - The bank have been unable to apply the credit or BAU have recalled the payment.


Payment not credited to correct Bank Account – The payment is in another bank account or in a suspense account (bank holding account)











Is the Payment Due?


1. Check payment has been issued


2.Check issue/due date for payment, to calculate due date


3.For off cycle payments, BAU can check due date with BLS








Advise Customer


Advise customer payment not due





Has the Payment been returned?


Check payment status





Establish why payment has been returned & take appropriate action





Confirm Correct Details


Confirm details with


customer & update system with correct details


For guidance on recording bank accounts, refer to:


1. Direct Payments Input Guide)


2. Bank Wizard application


(both are available on the Intranet)





Are Bank Account Details Correct?


Check account details held on the benefit system match with any supplied by the customer





Have Bank Account Details Recently Changed?


(Direct Payment Input Guide)


check if the bank account details have changed.


If bank details have changed, check date of change and date payment was issued to previous bank account.











Advise Customer


Advise customer payment sent to previous bank account 





Customer information May Not be up to date, (e.g cash machine information not up to date)





Bank


Advise customer to check with bank branch to confirm payment is still not received.


Post Office® card account 


Advise customer to contact PO Customer Service Centre.


08457 223 344 (lo call rate). Contact must be made by the customer as the account belongs to them and is covered by Data Protection Act. DWP staff should not contact this number direct.





Has customer contacted Bank /Branch /Post Office® Today?


For Post Office® card accounts, the customer will need to contact the PO Customer Services Centre





Contact Bank2


Depending on individual business working practises this can be done by BLS (refer to Missing Payments Guide)











Hand off to BLS1


Give BLS relevant details including:


NINO


Customer name


Payment Amount 


Due date


Bank details





Are the Bank willing to Trace?


The bank may refuse to discuss payments due to Data Protection Act.





Will they respond to written request?


The bank may discuss payment if request is in writing.





Give Relevant Details of payment:


Name of customer


Customers correct sort code and account number (if different)


Amount of payment


Date payment due to be credited						





Will they respond if customer gives authority to disclose information?


The bank may agree to discuss payment if customer approves disclosure.  The bank may accept the customer’s authority:


Verbally


In writing 


In person








Bank carry out the appropriate investigations.


Note: Banks may not be able to carry out all checks





Has Payment been received?


Bank will check to see if payment was received at the bank /building society





Hand off to BLS


BLS will take further action to investigate (i.e. BACS Trace)





Is Payment in the correct account?


Bank will check if payment credited to the account to which DWP issued it to





Is payment in another account belonging to the Customer?


Bank will check all other accounts held by the customer in case payment was redirected. The bank may not disclose this due to data protection.





Is payment in another valid bank account?


Note: banks may refuse to give this information due to the Data Protection Act


Payment may be in an account that does not belong to the customer





Investigate and determine the cause of error to establish the relevant follow up action.  





Is payment in a suspense account (Bank holding account?


If bank cannot immediately credit a payment to the correct bank account, they may hold the payment in a suspense account, pending investigation (to redirect or return) or contact from sender or customer





Ask bank to redirect payment into correct account or, if unable to do so, to return the payment to the department





Advise customer – If payment is being returned, establish reason for return and take further action.








Advise customer Advise customer payment has credited to their bank account





Bank confirm that payment has been returned to the department





Advise Customer 


Advise customer payment is being returned. Establish reason for return and take further action





There are a number of reasons why a customer may report that they are unable to access their Direct Payment. For example


Lost/Stolen/Damaged card


Forgotten Pin 


Customer requires a representative (third party) to access their bank account


Customer cannot access payments, but does not have a representative (third party) to access payments


 				


Note: reference to bank includes


				building society account & POca








The customer may report their inability to access a Direct Payment to DWP, HMRC, VA or NISSA. The contact may be made in writing (including letter, fax or e-mail) by telephone or in person.





You should take all appropriate steps to establish and verify the customer’s identify, ensure contact is genuine and appropriate, and determine the reason for contact.  You should be able to deal with the enquiry, but may need to contact another business unit to access their business system to complete the check.  If you are unable to deal with the enquiry, you should refer the customer to the correct department.





You should Not Issue Replacement/Urgent Payments, but should Advise the customer to contact the Bank/Post Office for resolution (as below)





Lost / Stolen / Damaged Card 





Advise Customer to Contact their Bank Immediately.


Their bank should be able to arrange access to the payments with the relevant ID.











Advise Customer to contact the  Bank immediately. For POca you may wish to consider giving  the  customer the POca Customer Service Centre telephone number  08457 223 344 (charged at local rate) . A new Pin will usually take approximately 4 working days. The customer will not be able to access the funds in their account until a new PIN has been obtained.


 





Forgotten PIN 





Customer requires a representative (Third Party) to access their bank account





Advise Customer to contact their bank.


Various facilities exist within the banking environment to enable customer to access their money via a third party.











Customer does not have a representative (Third Party) to access payments





Establish the reason the customer is unable to access their payments and if appropriate, consider, or refer to Business User to consider, Social Fund Crisis Loan.





CUSTOMER REPORTS UNABLE TO ACCESS DIRECT PAYMENT TO BUSINESS AS USUAL





BAU INVESTIGATES NON-RECEIPT OF DIRECT PAYMENT TO BANK





CUSTOMER REPORTS NON-RECEIPT OF DIRECT PAYMENT TO BUSINESS AS USUAL











