Appeals Reform
The new process should be followed for any decision made on or after 28.10.13.

When a customer contacts the office via the Contact Centre, post or calls into a Jobcentre because they are unhappy with a decision they should be offered a verbal explanation of the decision and, if accepted, this will be referred to the relevant decision making team within the Benefit Centre. If a customer has had a decision assurance call at the time the decision was made the customer should only be contacted again if there is further evidence to discuss.
If the customer declines this or the notepad states they have already had a verbal explanation, they should be offered a written statement of reasons. 
Once the customer has had either a verbal or written explanation only then can a Mandatory Reconsideration be offered.

This request will be sent to the relevant Dispute Resolution Team.

For WCA decisions this will be Sheffield DRT

For complex ESA decisions this will be the local Appeals team.
There is no time limit for the completion of Mandatory recons but the expectation is that they will currently take at least 28 days.

NB they are currently taking much longer as the process is taking some time to embed. 

If a customer calls to chase one up a handover should be done via HOTT, but only if it has been more than 28 days.

If the decision remains unchanged the customer can then appeal. The appeal form SSCS1 can be downloaded from

www.justice.gov.uk/tribunals/sscs/appeals or

www.gov.uk/appeal-benefit
This will be sent directly to HMCTS under direct lodgement. A copy of the Mandatory Reconsideration Notice must be attached to the appeal.
If a customer calls to check the progress of their appeal the contact details for HMCTS will be on their acknowledgement letter.

If they haven’t received an acknowledgement they can ring 0300 123 1142.
ESA will not be reinstated whilst the mandatory recon is being done. Customers asking about payment should be advised to claim JSA.

Once the BC has received confirmation that the appeal has been lodged the following should happen:

Customers who have claimed JSA in the interim will remain on JSA unless they ask to be switched over to ESA. Do not ask the customer if they want ESA reinstating.

Customers who have not claimed any benefit in the interim will have their ESA reinstating at the assessment rate without asking for it. This will be backdated. 
