Debt Centre Trafford Customer Advisor Forum 11.02.2008

Attendees
Peter Harris              Shared Services Internal Security

Chris Armitage          Prescott and Wiston Advice Centre

Sue Lees                  Stevensons Solicitors

Anne Bull                  Stockport Welfare Rights

Steve Moss
            DC Trafford

Lynda Greenhalgh
 DC Trafford

Apologies
Stephen Adams-Corbett  Tameside Welfare Rights

Sandra Fisher                   Rochdale Welfare Rights

Agreements 
It was agreed that the original terms of reference, distributed in conjunction with the agenda, were still applicable.

Customer representatives to contact the Debt Centre named on correspondence.

Further information/statement of reasons about overpayment decisions, e.g full details of capital held or attribution of earnings, to be sought from the relevant benefit decision maker.
Discussions/Clarification

1. Steve Moss outlined the new organisational structure for Debt Management. The organisational vision for Debt Management is that there will be 3 Client Referral Centres (CRCs) – based at Glasgow, Porth and Stornoway who will deal with all pre-recovery work including appeals and reconsiderations. Glasgow will handle Working Age cases, Porth Pension Service and Stornoway Disability and Carers. In addition there will be 5 contact centres (CCs) Bradford, Dearne, Corby, Nuneaton and Trafford that will deal with all aspects of recovery and customer contact.  However, the organisation is currently in transition, with the result that at the present time all new off-benefit debt recovery is referred to Trafford with the on-benefit recovery work being referred to the other 4 debt centres. On-benefit debt centres are being allocated work according to the customer’s NINO and not as in the past by geographical location. Working Age appeal and reconsideration work is dealt with by the office who receive the customer’s dispute whilst Pension and Disability Service overpayment disputes are referred to Porth and Stornoway.
2. Peter Harris outlined the latest position on caller verification and its impact on implied consent. Peter explained that following recent data losses and guidance from the Information Commissioner’s Office  to ensure compliance with the Data Protection Act we have reviewed our caller verification procedures. We will no longer rely on dates of birth, addresses and NINOs to verify caller identity as confirmation of data can be an offence under the Act just as inappropriate disclosure. Peter stressed that the whole emphasis is on keeping secure customer information. Peter touched on the work being done to bring into being a common process through the Customer Information System and the automatic generation of security questions. Peter advised the meeting that call agents will still be able to deal with customer representative queries under implied consent by focussing security questions on information that a legitimate representative should have such as the overpayment details and debt id. The current Implicit Consent process map is included in the action points.

3. Anne Bull raised several issues she had including obtaining a full statement of reasons, lack of understanding of the dispute process and ongoing deductions when a reconsideration has been requested. Ann believed that deductions were only suspended in appeal cases. The current policy on suspension of deductions in both appeal and reconsideration cases was outlined. Deductions should be suspended in both appeal and reconsideration cases where the dispute is within the dispute period. Deductions are not normally suspended where an appeal or reconsideration request is outside the time limit. In the case of a late appeal recovery by deduction should cease when the Tribunal Service accepts a late appeal. However, all requests for suspension of deductions following a late dispute should be considered on their own merit. It is possible that the current policy will change in the future as it is being reviewed.
4. Chris Armitage enquired if the Balding Judgement had any effect on fraud overpayments. On 13 December 2007 the Court of Appeal determined that recovery by deduction from a person who is declared bankrupt should cease on that person’s discharge from bankruptcy provided that:

a. the overpayment is not classified as fraudulent; and

b. the overpayment recoverability decision was made before the date of bankruptcy.

5. Steve Moss clarified Debt Management’s current policy of overpayment notification to vulnerable customers. Where the referring business identifies a customer as vulnerable and an overpayment referral is raised the referring office will notify Debt Management on the overpayment that they consider the customer to be vulnerable. If there is no appointee and recovery of an overpayment is to be sought then the customer will be notified of the overpayment by a personal visit. The overpayment referable proforma has been amended so that the question of vulnerability is considered in all cases.
Action Points
1. Current interim organisational structure to be mapped (LG)

2. Reminder to be sent to all agents about the dispute process.(LG)

3. Reminder to all agents to update and maintain note pad with all contacts especially important when the customer’s written authority to divulge is received.(PH)

4. Implicit Consent process map to be sent to forum members. (LG)

5. Notifications to be checked to see whether debt ids or NINOs are quoted. (LG). Current notifications to customers are quoting the NINO not the debt id as the reference.
Date of next meeting.
Tuesday 06.05.2008, 10:00am 8th floor conference room Debt Centre Trafford. 
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Debt Centre Trafford and Welfare and Customer Advice Communication Network Meetings Terms of Reference
Terms of reference 

· To identify and discuss key issues that impact on customer service. 

· Provide a communications network with representation from local welfare and customer advice agencies and relevant Debt Management business areas.

· Promote accurate, clear and consistent communication between our respective business areas.

· Provide a forum for the exchange of information, ideas, best practise, problem solving etc 

Frequency of Meetings

· Quarterly

Standardised Greeting from agent, name of caller and reference number requested





Caller confirms information





Agent seeks confirmation of on whose behalf the caller is acting and the nature of their query





Caller confirms nature of query


(Agent checks Debt Manager for authority from customer to deal with third party)





Authority seen, call continues as normal





Agent uses judgement and experience to decide whether caller is genuinely acting on behalf of the customer





Agent checks caller is aware of basic customer information eg. NINO, DOB





Caller confirms details





Caller cannot confirm details / there are suspicions that the caller is not genuine





Agent does not proceed with call and advises the caller that we need authority from the customer





Agent provides caller with required information but does not disclose customer’s personal details eg. NINO, DOB, bank details





Debt Centre Dearne Valley


Primarily responsible for the recovery of on-benefit overpayments including |Housing Benefit





Debt Centre Scotland (Glasgow)





Responsible for Working Age overpayment pre- recovery work.





Debt Centre Bradford


Primarily responsible for the recovery of on-benefit overpayments including |Housing Benefit








Debt Centre  Wales (Porth)





Responsible for all Pension Age overpayment pre- recovery work 





Overpayment referrals





Debt Centre Corby


Primarily responsible for the recovery of on-benefit overpayments including |Housing Benefit








Debt Centre Nuneaton


Primarily responsible for the recovery of on-benefit overpayments including Housing Benefit








Debt Centre Scotland


(Stornoway)


Responsible for all Disability and Carers Service overpayment pre-recovery work,





Debt Centre Trafford


Primarily responsible for the recovery of all off-benefit debts including Social Fund but in addition residual on-benefit overpayment debt for the North West and 1/5th of the on-benefit Housing Benefit overpayment debt referred to Debt Management











