Evidence Requirement Toolkit

Policy

In order to avoid unnecessary footfall in to the Jobcentre, all Jobcentre Plus staff involved in requesting evidence for New and Repeat claims and reported Change of Circumstances must ensure that all requests are absolutely necessary.

Introduction 

Jobcentre Plus need evidence to support new and repeat claims to benefit and reported change of circumstances and the preferred channel for submitting this evidence is post.  

Requests for certain types of evidence may result in customers calling into the Jobcentre. This is usually because the request is for something that is valuable to the customer.  Examples of these could be:

· Passport;

· birth certificates; and

· bankbook

· ID Cards for foreign nationals

It is important, therefore, to consider if the information required is necessary and whether it is available from other sources such as departmental IT systems.  

Note: This guide is not intended to change evidence requirements and ultimately if it is deemed necessary for the customer to provide the evidence, it must be requested.

Action Where Evidence is Required

If the Benefit Delivery Centre (BDC) requests certain documentation from the customer and the customer refuses to post their evidence because it is valuable to them (e.g. passport) or the customer has been identified as vulnerable.  In these instances the BDC must make an appointment with the Customer Support Officer before sending the customer to the Jobcentre so that the customer is given a named contact and time to attend.  

However, there will always be instances where customers call into the Jobcentre unannounced to either present their evidence to support their claim to benefit, notify a change of circumstance or simply to ask Jobcentre Plus to photocopy some evidence on behalf of another DWP Department or partner organisation.  
Note:  There are a number of other organisations who work in partnership with Jobcentre Plus, and/or act as the customer advocate e.g. Citizens Advice Bureaux (CAB) and Welfare Rights.  In the majority of these cases an SLA, partnership agreement or local understanding will exist between us.  
In the first instance these customers should be greeted by the Customer Service Manager and where it is possible for a customer to post their evidence, the CSM will explain the benefits in terms of speed and efficiency to posting their evidence and ask them to do this, ensuring that they have the correct address for posting.  
However, if the customer is still not willing to post their evidence or have a specific request from another DWP department or partner organisation to photocopy their evidence on their behalf the CSM must refer the customer to the Customer Support Officer (CSO) to undertake verification of the evidence provided by the customer.  Jobcentre Plus must always seek to deal with these requests immediately.  However, as a last resort, if the CSO is not available to photocopy the evidence and nobody else is available to do this, the customer must be given the next available appointment as a priority.
Existing Guidance

This is not an exhaustive list of evidence that the customer is required to provide. It is an aid designed to help decide if evidence is absolutely necessary and to highlight some areas that are common causes of problems. 

The links will take you to the latest guidance available.

Verification of Identity: 

This does not have to be photographic. It is possible to confirm ID by 

· Questioning the customer either face to face or by phone and checking answers against any information held on departmental systems.

· Checking any other documents that the customer has provided in support of their claim.

Confirm Customers Identity



 HYPERLINK "http://intralink/jcplus/benefits/bulletins/mbb/2004/mbb5304.pdf" 

Other Verification for New Claims

Change of Circumstances – Evidence and Verification Requirements

To help make it clear what action is required when a customer presents their evidence to support a change of circumstance, or their claim to benefit, the table below provides details about verifying this evidence and when photocopies of the evidence need to be sent to the BDC or when Jobcentre Plus can just record the change on the electronic SOM template and email it to the Benefit Delivery Centre (BDC).  
Where a customer physically brings in evidence the customer should be greeted by the Customer Service Manager (CSM) and if the customer is unwilling or unable to post their documentation to the relevant Benefit Delivery Centre the CSM must refer the customer to the Customer Support Officer (CSO) to undertake verification of the evidence provided by the customer.

On verifying the evidence the CSO must:

	Step
	Action

	1.
	Record the contact on the relevant system.

	2.
	Take action to verify the evidence

	3.
	If electronic capture is permitted, record that the relevant documentation has been seen on the electronic SOM template and e-mail to the Benefit Delivery Centre

	4.
	Where required photocopy the documents, print and sign your name, date the copies and annotate them ‘I certify that this is a true copy of the original document provided’

	5.
	Hand the original documents back to the customer

	6.
	Where required send the certified copies to the Benefit Delivery Centre by a secure postal service


The table below lists the change type and what action will need to be carried out to support the notified changes.

	Change Type
	Electronic Requirements / information to be recorded

	Change of name / title
	Record the details of the new name/title, reason for change and date of change on the electronic SOM Template and email to BDC

Amend Customer’s LMS record to reflect changes.



	Date of birth –Amended
	Birth Certificates

Record the following details on the Electronic SOM Template and email to the BDC:

· Date and place of birth;

· Sex of the child (if applicable); and

· Forenames of the child (if applicable)

Amend the child’s date of birth in the View Child Details window on LMS if required.

Birth Certificates in foreign languages

If the Birth Certificate is not English photocopy the birth certificate and send it to the BDC by a secure postal service.

	Change of address or change to housing cost charges
	Straightforward change

Record all details on the electronic SOM Template and email to BDC

Non-straightforward change

Issue forms NHB1a and A2 or JSA3 where appropriate.  
For the following documentary evidence record all the details on the electronic SOM Template and email to BDC:

· Letter from landlord
· Tenancy agreement / rent book
· Copy of shared ownership agreement
· Letter from bank / building society or insurer
· Confirmation from landlord of service charges and breakdown of what they cover
· Letter from credit insurance policy
· Completion statement – where a customer has sold property
For the following documentary evidence, photocopies must be taken and sent to the BDC by a secure postal service

· Copy of mortgage agreement
· Insurance policy documents
· Statement of council tax showing proportion of home that is business related
· Bank/Building Society statement detailing rent / board / lodgings payments
· Statement of ground rent/chief rent etc and period of payment
· Bank/Building Society Statements
Input new address details on LMS


	Payment Method Change 


	New Bank Account

Issue DP GEN form and pre-paid envelope (If customer unable to complete the DP GEN themselves, complete the form on the customers behalf and forward to the BDC via a secure postal service)
New post office

Record new post office name and address and the date of change on the electronic SOM template and email to the BDC

· 

	Death Notification –

of Customer or Dependent
	Record the details from the BD8 / 334SI or Death Certificate on the Electronic SOM Template and email to the BDC.

Take action on LMS as specified in Chapter H of the LMS User Guide.

· 

	Partner joins household - and customer wishes to continue claiming.
	Details of evidence provided recorded on the Electronic SOM Template and emailed to BDC, include ID for partner.
JSA
· Issue JSA3 

IS 

· Issue A2
· Where the condition of entitlement does change
· Photocopy of self certificate and medical certificates required
· Transcribe details of evidence provided to confirm that the customer is a carer onto the electronic SOM Template and email to BDC
IB / ESA

· Issue IB10 / IS10
For the following documentary evidence record all the details on the electronic SOM Template and email to BDC:
· Marriage or Civil Partnership Certificate

· Birth Certificate

· Payslips if Partner Working


	Partner joins household - as the customer
	Record details on electronic SOM Template and email to BDC to take further action – Include date partner joins. Then take New Claim Action if required.


	Partner leaves household - and customer wishes to continue claiming
	Record the details of the partner, date they left the household and new address if known on the electronic SOM Template and email to BDC.

IS / ESA
· Issue A2


	Customer leaves household - and remaining partner wishes to claim
	Record details on electronic SOM Template and email to BDC to take further action.

Advise partner to make a new claim via most appropriate route



	Child joins household
	Record details of the evidence that has been seen, name, age and sex of the child on the electronic SOM Template and email to BDC

Update View Child Details screen through the CBW Hotspot on LMS

CTC - in payment the child’s full name, date of birth and sex

Is maintenance being paid in respect of the child?  If so, take into consideration as appropriate.   
If benefit is in payment for other children in the claim make a record of:

· Date the child joins the household

· Child’s name and date of birth

· Relationship to customer

· Income/capital (if any)

· If customer has claimed Child Tax Credit, child benefit


	Child leaves household
	Record details on the electronic SOM Template and email to BDC. Include -  

· Child’s name, 

· Date of birth, 

· Date left the household 

· Relationship to customer

· Reason for leaving

Amend View Child Details Screen through the CBW hotspot on LMS

· 

	Part-time work - Customer/partner starts 
	Record details of the payslips on the electronic SOM Template and email to BDC.  Two monthly or Five weekly payment details needed.



	Part-time work  -Customer/partner ends 
	Record details of the documentary evidence on the electronic SOM Template and email to BDC.  However, if more than 1 document photocopies can be taken and sent to the BDC by a secure postal service.

Evidence expected –

· Either/or - Letter from employer / Insolvency Practitioner / Final pay slip - detailing Payment in Lieu of Notice, holiday pay or redundancy / P45
· If partner is in receipt of Incapacity Benefit and work is Permitted Work – PW6/7 should be submitted as evidence

	Part- time work -Customer/Partner changes to 
	Record details of the documentary evidence on the electronic SOM Template and email to BDC.  Include revised working pattern and wage.

NOTE - Where the earnings fluctuate, a photocopy of the relevant payslips (5 weekly or 3 monthly) will need to be taken and forwarded.
· 

	Full-time work -Customer/partner starts 
	Record the following details on the Electronic SOM Template and email to the BDC:

· Date work started; and

· Name and address of employer

· Partners payslips where appropriate

· Take relevant action on LMS

JSA Claims Only - Where the customer hands you their ES40, workflow the BDC with relevant details.


	Full-time work  -Partner ends 
	Record the following details on the Electronic SOM Template and email to the BDC:

· Date work ended; 

· Name and address of employer;
· Details from partners P45 or letter from employer.  

However, if information is required from more than one payslip photocopies can be taken and forwarded to the BDC by a secure postal service.

	Self-employment Customer/Partner starts - customer still wishes to claim
	Record the following details on the Electronic SOM Template and email to BDC:

· Date self-employment starts

· Number of hours and weekly earnings; 

Issue customer with Form B16


	Self-employment - Part-time 

ceases for Customer/Partner 
	Confirm what evidence has been provided on the electronic SOM Template, providing all the necessary details and email to BDC.  However, if more than 1 piece of documentary evidence is required photocopy the evidence and forward to BDC via a secure postal service.

Evidence expected – 

· Company registration documents;

· Specialist valuation of: business; personal assets;
· Bank statement and statement of accounts from accountant;

· Profit and loss account for last 12 month period ending with the last year; and/or

· Trading account for 12 month period ending with last year; and/or

· Any balance sheets for the last year;
· HMRC Self Assessment;
IB only 

Record details of when self-employment ended if there is an existing claim for a partner.


	Terminate claim -Customer/partner wishes to 
	Record the date the claim needs to be terminated from and reason why on an electronic SOM Template and email to BDC.

Where customer is terminating their claim update the employment status field and set the customer record to inactive on LMS

JSA Claims Only

Where the customer hands you their ES40, workflow the BDC with the relevant details.  
JSA Joint Claim 

If terminating a JSA joint claim take action to uncouple the joint claim.


	Other Income -Notified e.g. Occupational Pension
	Record details of the documentary evidence on the electronic SOM Template and email to BDC. Include –

· Details of the type of income & amount (in some cases the DM may decide to request verification)

· Name of person receiving other income

· Date other income payable from

However, if more than 1 document is provided photocopies can be taken and forwarded to the BDC by a secure postal service.

For Pensions

Details of occupational pension, latest statement from the company; or latest bank statement and P60.

ESA / IB Only – Verification of other benefits such as:

· War Widows Pension (WWP)

· Widower’s Pension (WP)

· War Disablement Pension (WDP)


	Capital – New /Increase reported for member of assessment unit 

Also applies to Decreases that affect tariff Income
	Record details of the documentary evidence on the electronic SOM Template and email to BDC.  Include – 

· Name of person receiving 

· Date payable from / change

· Amount, type and payment frequency
· Bank statement; building society books

· Share certificates

· Completion statement

· Compensation letter
· Education award notice; letter regarding student loan details; letter regarding student loan decision
· Trust Fund details
However, if more than 1 document is provided photocopies can be taken and forwarded to the BDC by a secure postal service.

Note:  Not applicable to Incapacity Benefit (IB) as IB is not means tested.

	Other Income - Change reported for member of assessment unit 

(Decreases excludes income for children if CTC is in payment)


	Record details of the documentary evidence on the electronic SOM Template and email to BDC. Include information from –

· Name of person receiving this

· Date payable from / change

· Amount, type and payment frequency

· Letter from credit insurance policy

· Letter from person who pays money to customer or on their behalf

· Letter from person who pays maintenance

· Bill; invoice; or bank statement

· Education award notice; letter regarding student loan details; letter regarding student loan decision

· Trust Fund details
However, if more than 1 document is provided photocopies can be taken and forwarded to the BDC by a secure postal service.

If evidence is provided via CSA Notification, this must be photocopied and forwarded to the BDC by a secure postal service
Note:  Not applicable to IB unless it is a pension as IB is not means tested.

	Non–dependant - Joins household 
	Record all details on the electronic SOM Template and email to BDC.  Include – Non-dependant’s: Name; NI number and date moved in.

Consider living together and potential impact on Housing costs
Note:  Not applicable to IB as IB is not means tested.

	Non–dependant - Leaves household
	Record all details on the electronic SOM Template and email to BDC. Include – Non-dependant’s: Name; NI number; Date left and new address if known.

Note:  Not applicable to IB as IB is not means tested.

	Non-dependent -Change to earnings / income


	Record all details on the electronic SOM Template and email to BDC. Include - Reason for change: Date took / takes effect; Increase/Decrease in earnings and amount.

Evidence expected –

· Latest pay slip or letter from employer with evidence of revised working pattern and wage

· If the earnings fluctuate and need to be averaged the last 5 weekly or 2 monthly payslips

However, if information is required from more than one payslip photocopies can be taken and forwarded to the BDC by a secure postal service
Note:  Not applicable to IB as IB is not means tested. 

	Hospital  -Customer/Partner/enters 
	Record all details on the Electronic SOM Template and email to the BDC: Include – Date and Reason.

· 

	Hospital - Child enters 
	If CTC is in payment no action required

IS Only  - If IS in payment for the child: Record the child’s full name and Date of birth on the Electronic SOM Template and email to the BDC.
Note:  Not applicable to IB or ESA

	Hospital - Customer/Dependent leaves 
	Record all details on the Electronic SOM Template and email to the BDC: Include – Date left.



	Customer now fit for work
	Record all details on the Electronic SOM Template and email to the BDC: Include – Date became capable of work

IS Only - where IS continues due to another condition of entitlement being satisfied.   For example:  Lone Parent, record the date from which they became fit for work


These verification requirement changes primarily impact on those cases where the CoC will:

not affect benefit;

reduce benefit; or

where the information provided is not in doubt.

It is now possible to accept some changes when reported by telephone.

When accepting a telephone report of a CoC you must first assure yourself that you are talking to the customer or the customer’s official representative as per guidance on verification of identity.

Verification using Departmental Systems

The following table lists changes of circumstances on all claims that can be verifed using departmental systems.  Once evidence has been verified you must record this on both LMS and the relevant Benefit Payment System as well as in the customers Labour Market Unit (LMU) if one is held:

	Change Type
	System Verification

	Member of assessment unit starts/stops receiving an other benefit
	Access CIS, PDCS; or SEF;

· If details not held:

· customer to provide other benefits notification letter; 

	Member of assessment unit has increase/decrease in an other benefit
	Access CIS, PDCS or SEF;

· If details not held:

· customer to provide other benefits notification letter;


Partnership Organisations requesting evidence or verification

There are a number of organisations who work in partnership with Jobcentre Plus.  These organisations may request customers to post certain documentation to support a customers claim,  However, on occasion customers may be unable to or unwilling to do this, in these circumstances the partner organisation may ask the customer to present their documentation in person at a Jobcentre Plus office.

In these instances you should refer the customer to the CSO, who must provide a good customer service and photocopy the document the customer has provided.  Jobcentre Plus already has a number of Partnership Agreements in place and further information can be found on our working with partners website. 

Pension, Disability and Carers Service

In addition to this, the Pension, Disability and Carers Service (PDCS) have provided a table of evidence requirements that Jobcentre Plus may be expected to verify on their behalf. 

	Evidence Requested
	Verification Action

	Birth Certificate
	Copy, authorise and send to PDCS by a secure method of post

	Death Certificate
	Copy, authorise and send to PDCS by a secure method of post

	Marriage Certificate
	Copy, authorise and send to PDCS by a secure method of post

	Passport
	Copy, authorise and send to PDCS by a secure method of post

	Home Office Documents
	Copy, authorise and send to PDCS by a secure method of post

	Wage Slips
	Copy, authorise and send to PDCS by a secure method of post

	Utility Bills
	Copy, authorise and send to PDCS by a secure method of post

	Driving License
	Copy, authorise and send to PDCS by a secure method of post

	Medical Card
	Copy, authorise and send to PDCS by a secure method of post

	Medical documentation, e.g. audiological report
	Copy, authorise and send to PDCS by a secure method of post

	P45
	Copy, authorise and send to PDCS by a secure method of post

	PABs, including POAs, Deputies (previously receivers), Guardians, Curator Bonis and Tutors
	Copy, authorise and send to PDCS by a secure method of post

	Business Yearly accounts
	Copy, authorise and send to PDCS by a secure method of post


Forms PC1A-PC1E

Forms PC1A-PC1E are available to download from the intranet for completion and issue to customers.  If a customer calls into the office to request one of these forms you should always aim to signpost the customer to the relevant PDCS helpline number for further help.  However, where a customer cannot or will not use this service you can download the relevant form by following the step/action table below.

	Step
	Action

	1
	Access the DWP Hompage

	2
	Select A-Z from toolbar at top of page

	3
	Select I

	4
	Select Information & Education Unit (IEU)

	5
	From left hand side of page select “Products in English Language” 

	6
	Select “P”

	7
	Select “Forms beginning with PC”

	8
	Select the relevant form from the list


Further links to more detailed guidance about evidence and verification can be found in the following table.

	Generic Guidance
	JSA
	IS
	IB
	ESA

	Verification Of Life Events Guide
PDCS Verification desk aid


Working with Partners
	JSA Procedural Guidance – Verification Requirements
	Evidence Requirement
Getting the evidence you need
Additional Evidence
Change of Circumstances
Verification Not Required
Verification required

	Incapacity Benefit Guide – Change of Circumstances
	ESA Change of Circumstance



