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Generic section of the guide para's 1 - 137 

Contents 
Disability Living Allowance and Attendance Allowance 
Carer’s Allowance 
Carer’s Credit 
Incapacity Benefit and Severe Disablement Allowance 
Employment and Support Allowance 
Maternity Allowance 
Industrial Injuries Scheme Benefit 
Income Support 
Job Seekers Allowance 
Social Fund 
Pension Credit 
State Pension - Including International Pension Centre 
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Benefits Document and Data Retention Guide 

Disability Living Allowance and Attendance Allowance 

1500. Document/data classification 
1520. Retention of documents/data 
1540. Claim received 
1560. Revised or Superseded Decisions 
1580. Put Away documents/data 
1600. Exception categories 

 
Back to benefit specific contents 

Document/data classification 
1500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
1501. You must examine all clerical documents relating to a case as you action them, then 
classify and note them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical data 
1502. You must examine all non-clerical data e.g. system, scanned images etc relating to a 
case as you action them, then classify and note them under one of the following two 
categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
1503. Supporting documents/data are those which contribute to the current decision and: 



 link to page 1  link to page 2  link to page 1  link to page 1  link to page 1  link to page 1  link to page 2  link to page 2 [bookmark: 2]  contain information on which a decision was based, e.g. claim form, medical evidence, 

and/or 

  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications, 

  this includes the decision itself.  
Documents/data required for security and accuracy checks are also classified as supporting. 

Note: Include in this category any evidence considered but disregarded when reaching the 
decision. 

Ephemeral documents/data 

1504. Classify any documents/data that do not fulfil the criteria for supporting, as ephemeral, 
e.g. a general enquiry from the customer. i.e. documents/data that do not support the 
decision. 

Reclassification of documents/data needed for checks 
1505. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific retention periods. 

Potentially Violent Persons documents/data 
1506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents are managed. Continue to follow current procedures in the Unacceptable 
Customer Behaviour Guidance Part One paragraphs 69 – 71 ‘Retention of PV documents’. 

1507-1519 Back to DLA/AA section contents 

Retention of documents/data 

Retention of supporting documents/data 
1520. When you identify an item as a supporting document/data: 

Step 

Action 

  

 

1 

Note the document/data Supporting 

2 

Note the document/data with the date of decision to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 
  does not trigger a new outcome decision, use the date of the most recent 

decision 

3 

File the document in the claim file, if held. Link the data with the claim. If you do not 
hold the claim, treat it as Permanent Retention Post (PRP). 

  

 

Retention of ephemeral documents/data 
1521. When you identify a document/data as ephemeral: 

Step 

Action 

  

 

1 

Note the document/data Ephemeral. 

2 

File the document separately from the claim file, in date order. 

3 

Retain the document for one calendar month from the date when action is 
complete. 

Note: MPs' Correspondence and Customer complaints. As the initial contact may 

2 



 link to page 1  link to page 1  link to page 6  link to page 1  link to page 1  link to page 2  link to page 6  link to page 1  link to page 1  link to page 2 [bookmark: 3]be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents should be retained to refer back to, in order to avoid embarrassment 
and contradictory information being given. As it may be difficult to predict which 
contacts may be followed up at other levels, all MPs correspondence, Customer 
complaints and the Departments response should be retained for periods in 
line with those for supporting documents. 

4 

Destroy the document/data at the end of the retention period. 

  

 

1522-1539 Back to DLA/AA section contents 

Claim received 
1540. When you receive a claim to Disability Living Allowance (DLA) or Attendance 
Allowance (AA): 
  register and assess the claim in line with current procedures 
 retrieve 

any existing claim file in line with current procedures 

New claim 
1541. When actioning a new claim: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data  

  not an exception, remove and destroy any documents/data from the previous 

claim(s) which do not contribute to the current decision or a decision made 
within the previous 14 months. 

3 

File: 
  supporting documents/data with the claim  

  all other documents/data as ephemeral. 

4 

File the claim as appropriate when action is complete. 

  

 

Renewal claim - benefit unchanged or increased 
1542. When actioning a renewal claim: 

Step 

Action 

  

1 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision on the document. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data  

  not an exception, remove and destroy any documents/data from the previous 

claim(s) which do not contribute to the current decision or a decision made 
within the previous 14 months. 

3 

File:  
  supporting documents/data with the claim   

  all other documents/data as ephemeral. 

3 
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File the claim as appropriate when action is complete. 

  

 

Renewal claim - benefit reduced or withdrawn 
1543. When actioning a renewal claim: 

Step 

Action 

  

1 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data relating to any decision made or expired within 
the previous 14 months. This is to allow for potential appeals. 

  not an exception, retain all documents/data that: 

  contribute to the current decision 

  show the facts on which the previous decision was based, and 

  contribute to any decision made within the previous 14 months. 

3 

File ephemeral documents/data separately. 

4 

Remove and destroy any remaining documents/data. 

5 

File supporting documents/data with the claim. 

6 

File the claim as appropriate when action is complete. 

  

 

1544-1559 Back to DLA/AA section contents 

Revised or superseded decisions 
1560. The law provides for a decision to be revised or superseded in certain circumstances. 
The Benefits DDR action to take depends on the outcome of the new decision. 

Benefit unchanged or increased 
1561. When making a new decision: 

Step 

Action 

  

1 

Note all new documents/data with the correct classification. 

2 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data 

  not an exception, remove and destroy any documents/data from the previous 

claim(s) which do not contribute to the current decision or a decision made 
within the previous 14 months. 

3 

File: 

  supporting documents/data with the claim 

  all other documents/data as ephemeral. 

4 

File the claim as appropriate when action is complete. 

  

 

Benefit reduced or withdrawn 
1562. When making a new decision: 

4 
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Action 

  

1 

Note all new documents/data with the correct classification. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data 

  not an exception, retain all documents/data that: 

  contribute to the current decision 

  show the facts on which the previous decision was based 

 

Note: The actual decision should be kept. 

and 

  contribute to any decision made within the previous 14 months. 

3 

Remove and destroy any remaining documents/data. 

4 

File ephemeral documents/data separately. 

5 

File supporting documents/data with the claim. 

6 

File the claim as appropriate when action is complete. 

  

 

Decision “not to supersede” 
1563. 

Step 

Action 

1 

Note all new documents/data with the correct classification. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data 

  not an exception, retain all documents/data that contribute to: 

  the decision not to supersede 

  the decision being maintained, and 

  to any decision made within the previous 14 months. 

3 

Remove and destroy any remaining documents/data. 

4 

File ephemeral documents/data separately. 

5 

File supporting documents/data with the claim. 

6 

File the claim as appropriate when action is complete. 

  

 

1564-1579 Back to DLA/AA section contents 

Put away documents 

Definition of put away 
1580. For Benefits DDR purposes, DLA and AA claims are defined as put away (PA) when: 
  there is no entitlement to benefit at the outset, or  
  entitlement to benefit ends. 
Note: The term PA does not apply to documents/data sent to filestore/data repository for 
filing while benefit payment continues. 

5 



 link to page 6  link to page 6 [bookmark: 6]1581. You must destroy PA'd cases 14 months after PA. There are some exceptions to this 
rule: see Exception categories in this section of the Guide for details. 

Claim reaches PA stage 
1582. When a claim reaches the PA stage, take any necessary action in line with current 
procedures, e.g. if benefit payment stops because the customer has died. 

1583. At the end of the retention period filestore/data repository will destroy all 
documents/data, including: 
  the claim file 
  any appropriate sub-files, and 
  any index cards. 
1584-1599 Back to DLA/AA section contents 

Exception categories 

Common exceptions 
1600. There are some exceptions to the Benefits DDR policy for DLA and AA. Note cases 
which are exceptions as Not for destruction. 

1601. The most common cases you should identify as exceptions and mark as Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases where appeals are requested 
 civil 

proceedings 

cases 

  compensation recovery unit (CRU) cases 
  recovery from estate cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest, and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
1602. The area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are noted: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Case identified as an exception 
1603. When a case is identified as an exception: 

Step 

Action 

  

1 

Take appropriate action as detailed in the AA and DLA Team Member Guide, 
depending on the category of exception. 

2 

Access dialogue 110, input Do not destroy documents and add the reason for 
exception. 

3 

Mark the claim file and any appropriate sub-files Not for destruction and add the 
reason for exception. 

6 
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Retain the claim file in the live or PA run as appropriate. 

  

 

Reason for exception ceases 
1604. When the reason for exception ceases: 

Step 

Action 

  

1 

Take appropriate action as detailed in the DLA/AA Team Member Guide, 
depending on the category of exception. 

2 

If: 
  this is the only reason for exception, remove the Not for destruction marking 

from: 

  the claim file, or system and 

  any appropriate sub-files 

  a further exception still applies, only delete the exception category that no 

longer applies. 

3 

Return the documents/data to filestore/data repository to file as appropriate. 

4 

If benefit payment has ended, keep the documents/data in PA for 14 months from 
the date when all reasons for exception cease. 

  

 

1605-1999 Back to DLA/AA section contents 
  

Benefits Document and Data Retention Guide 

Carer’s Allowance 

2000. Document/data classification 
2020. Retention of documents/data 
2040. Claim received 
2060. Reviews 
2080. Claim reaches dormant stage 
2100. Exception categories 
2120. Vaccine Damage Payment cases 

 
Back to benefit specific contents 

Document/data classification 
2000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
2001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
2002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

7 
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2003. Supporting documents/data are those which support the current decision (can be 
taken from the date the decision was input into CACS) and: 
  contain information on which a decision was based, e.g. claim forms, and/or 
  determine the amount, destination or place of payment, e.g. change of address 

notifications. 

Documents/data needed for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
2004. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral, 
e.g.  Small Overpayments (SMOP), change of telephone number and non renewal 
broadcasts when the case has been suspended. 

Reclassification of documents/data needed for checks 
2005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision taken from CACS, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents/data 
2006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents. 

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

2007-2019 Back to Carer’s Allowance section contents 

Retention of documents/data 

Retention of supporting documents/data 
2020. When you identify a document/data as supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision, taken from the date the 
decision was input into CACS to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision, after decision taken from CACS. 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
2021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer complaints. As the initial contact may 

8 
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documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer complaints and the Departments response 
should be retained for periods in line with those for supporting 
documents/data. 

3 

Destroy the document/data at the end of the retention period. 

  

 

2022-2039 Back to Carer’s Allowance section contents 

Claim received 
2040. When you receive a claim to Carer’s Allowance (CA): 
  register and assess it in line with current procedures 
  retrieve any existing claim file (not yet due for a weeding exercise) in line with current 

procedures if it is a second or subsequent claim. 

After assessment - new claim 
2041. When assessment action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

3 

If the customer is: 

  entitled to benefit, file the claim file in put away (PA) (on site if space permits) 

  not entitled to benefit or only has underlying entitlement, send the file to 

Heywood for retention. 

 
File cases for Widows Benefit/Bereavement Benefits in receipt of “credits only” in 
line with current procedures. 

  

 

After assessment - repeat claim 
2042. When assessment action is complete: 

Step 

Action 

  

1 

Note all new documents/data with the correct classification. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file 

  not an exception, remove and destroy any documents/data from the previous 

claim(s) that do not support a decision made within the previous 14 months. 

3 

Note remaining document/data with the correct classification. 

4 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

5 

If the customer is: 

9 
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  not entitled to benefit or only has underlying entitlement, send the file to 

Heywood for retention. 

 
File cases for Widows Benefit/Bereavement Benefits in receipt of “credits only” in 
line with current procedures. 

  

 

2043-2059 Back to Carer’s Allowance section contents 

Reviews 
2060. You should review a claim when a relevant change of circumstances is reported, e.g. 
  by the customer: 

  over the telephone, or 
  in writing, or 

 via 

e-service. 

2061. Following a review, retain: 
  the most recent claim form 
  any documents/data needed to support the current decision, and 
  any documents/data containing evidence used to reach decisions made within the 

previous 14 months. 

This applies both to clerical and system maintained cases. 

2062. Destroy all the remaining documents/data, unless the case is noted or identified as “not 
for destruction” (see Exception categories in this section of the Guide for further details). 

2063. When conducting a review: 

Step 

Action 

  

1 

Review the claim in line with current procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file 

  not an exception, identify and retain in the claim file: 

  the most recent claim form 

  all documents/data needed to support the current decision, and 

  any documents/data containing evidence used to reach decisions 

made within the previous 14 months. 

4 

File ephemeral documents/data as appropriate. 

5 

Destroy all other documents/data. 

6 

File the claim file as appropriate after the review. If entitlement has ended, see 
Dormant stage in this section of the Guide. 

  

 

2064-2079 Back to Carer’s Allowance section contents 

Claim reaches dormant stage 

Definition of dormant 
2080. For CA purposes, claims are dormant when: 

10 



 link to page 11  link to page 7 [bookmark: 11]  there is no entitlement to benefit at the outset, or 
  entitlement to benefit ends. 
2081. Destroy dormant cases after 14 months. There are some exceptions to this rule: 

See Exception categories in this section of the Guide for details. 

Dormant stage 
2082. When a claim reaches the dormant stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

Send the claim file to Heywood for retention. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the claim file 

  any appropriate sub-files, and 

  any index cards. 
 
Note: A scan report is produced at the end of October each year to identify cases 
appropriate for destruction. 

  

 

2083-2099 Back to Carer’s Allowance section contents 

Exception categories 

Common exceptions 
2100. There are some exceptions to the Benefits DDR policy for CA. You must identify cases 
which are exceptions and mark them as Not for destruction. 
2101. The most common cases you should identify as exceptions and mark as Not for 
destruction are: 
 fraud 

cases 

  overpayment cases (This does NOT include Small Overpayments (SMOPs – see 

paragraph 2004)  

  cases awaiting appeals 
  special payment cases and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 

Carer’s Allowance exceptions 

Exception identified 
2102. The specialist area dealing with a case identified as an exception must make sure: 
  any system indicator is set 
  the system indicator is removed when all action is complete, or the specialist area no 

longer has an interest in the case. 

Case identified as an exception 
2103. When a case is identified as an exception: 

Step 

Action 

  

1 

Access ongoing payments screen ICA300320 and input details of the exception. 

2 

Retain the claim file as appropriate. 

11 
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Reason for exception ceases 
2104. When the reason for exception ceases: 

Step 

Action 

  

1 

Access ongoing payments screen ICA300320 and delete details of the exception. 

2 

If entitlement: 
  continues, file in PA 

  has ended, retain in dormant for 14 months. 
 
Note: A scan report is produced at the end of October each year to identify cases 
appropriate for destruction. 

  

 

2105-2119 Back to Carer’s Allowance section contents 

Vaccine Damage Payment cases 
2120. The retention period for Vaccine Damage Payment (VDP) cases depends on the type 
of decision reached. Retain cases, which are subject to: 
 an 

award: 

  for 14 months 

  an appeal for: 

  six years from the date of notification of the original decision, or 
  two years from the date of notification of the tribunal decision whichever is the 

later 

  a lay or medical rejection: 

  until after the death of the disabled person, as there is no time limit for an appeal. 

For cases in this category, where the disabled person is over the age of 80, check 
details against the Departmental Central Index (DCI) and/or the Customer 
Information System (CIS) every year and destroy the case if a date of death is 
confirmed on DCI/CIS. 

2121-2499 Back to Carer’s Allowance section contents 
 

Benefits Document and Data Retention Guide 

Carer’s Credit 

2500. Document/data classification 
2520. Retention of documents/data 
2540. Application received 
2560. Reviews 
2580. Application reaches dormant stage 
2600. Exception categories 
  
Back to benefit specific contents 

Document/data classification 
2500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
2501. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
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Non-Clerical Data 
2502. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting or 
  ephemeral 

Supporting documents 
2503. Supporting documents/data are those which support the current decision (can be 
taken from the date the decision was input into the Carer’s Credit Operating System (CCOS) 
and: 
  contain information on which a decision was based, e.g. application forms, and/or 
  determine the amount, destination or place of payment, e.g. change of address 

notifications. 

Documents/data needed for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
2504. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral, 
e.g. change of telephone number and non renewal broadcasts when the case has been 
suspended. 

Reclassification of documents/data needed for checks 
  2505. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision taken from the CCOS, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents/data 
2506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents. 

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

2507-2519. Back to Carer’s Credit section contents 

Retention of documents/data 

Retention of supporting documents/data 
2520. When you identify a document/data as supporting 

Step 

Action 

  

1 

Note the document/data supporting 

2 

Note the document/data with the date of decision, taken from the date the 
decision was input into the CCOS to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision, after decision taken from the CCOS. 

3 

File the document/data in the claim file. 
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2521. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data ephemeral 

2 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer complaints. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer complaints and the Departments response 
should be retained for periods in line with those for supporting 
documents/data. 

3 

Destroy the document/data at the end of the retention period. 

  

 

2522-2539. Back to Carer’s Credit section contents 

Application received 
2540. When you receive an application to Carer’s Credit (CC): 
  register and assess it in line with current procedures 

  retrieve any existing case file (not yet due for a weeding exercise) in line with current 

procedures if it is a second or subsequent application. 

After assessment - new application 
2541. When assessment action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 
  supporting documents/data in the case file 

  all other documents/data as ephemeral 

3 

If the customer is: 
  entitled to the credit file the case file in put away (PA) (on site if space permits) 

  not entitled to the credit, send the file to Dormant Storage for retention. 
 

  

 

After assessment - repeat application  
2542. When assessment action is complete: 

Step 

Action 

  

1 

Note all new documents/data with the correct classification. 

2 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the case file 

  not an exception, remove and destroy any documents/data from the previous 

application(s) that do not support a decision made within the previous 14 
months. 
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Note remaining document/data with the correct classification. 

4 

File: 
  supporting documents/data in the case file 

  all other documents/data as ephemeral. 

5 

If the customer is: 
  entitled to the credit file the case file in PA (on site if space permits) 

  not entitled to the credit send the file to Heywood for retention. 
 
 

  

 

2543–2559. Back to Carer’s Credit section contents 

Reviews 
2560. You should review an application when a relevant change of circumstances is reported, e.g. 
  by the customer: 

  over the telephone, or 
  in writing,  
 

2561. Following a review, retain: 
  the most recent application form 
  any documents/data needed to support the current decision, and 
  any documents/data containing evidence used to reach decisions made within the 

previous 14 months. 

This applies both to clerical and system maintained cases. 

2562. Destroy all the remaining documents/data, unless the case is noted or identified as “not 
for destruction” (see Exception categories in this section of the Guide for further details). 

2563. When conducting a review: 

Step 

Action 

  

1 

Review the application in line with current procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the case file 

  not an exception, identify and retain in the case file: 

  the most recent application form 

  all documents/data needed to support the current decision, and 

  any documents/data containing evidence used to reach decisions 

made within the previous 14 months. 

4 

File ephemeral documents/data as appropriate. 

5 

Destroy all other documents/data. 

6 

File the case file as appropriate after the review. If entitlement has ended, see 
Dormant stage in this section of the Guide. 

  

 

2564–2579. Back to Carer’s Credit section contents 
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Definition of dormant 
2580. For CC purposes, applications are dormant when: 
  there is no entitlement to the credit at the outset, or 
  entitlement to the credit ends. 
2581. Destroy dormant cases after 14 months. There are some exceptions to this rule: 

See Exception categories in this section of the Guide for details. 

Dormant stage 
2582. When an application reaches the dormant stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

Send the case file to Heywood for retention. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the case file and  

  information held on the CC database 

  

 

2583-2599. Back to Carer’s Credit section contents 

Exception categories 

Common exceptions 
2600. There are some exceptions to the Benefits DDR policy for CC. You must identify cases 
which are exceptions and mark them as Not for destruction. 
2601. The most common cases you should identify as exceptions and mark as Not for 
destruction are: 
 fraud 

cases 

  cases awaiting appeals 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 

Carer’s Credit exceptions 

Exception identified 
2602. The specialist area dealing with a case identified as an exception must make sure: 
  any system indicator is set 
  the system indicator is removed when all action is complete, or the specialist area no 

longer has an interest in the case. 

Case identified as an exception 
2603. When a case is identified as an exception: 

Step 

Action 

  

1 

Access the CCOS and input details of the exception. 

2 

Retain the case file as appropriate. 
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2604. When the reason for exception ceases: 

Step 

Action 

  

1 

Access the CCOS and delete details of the exception. 

2 

If entitlement: 
  continues, file in PA 
  has ended, retain in dormant for 14 months. 
 

  

 

2605-2999. Back to Carer’s Credit section contents 
  

Benefits Document and Data Retention Guide 

Incapacity Benefit and Severe Disablement Allowance 

3000. Document/data classification 
3020. Retention of documents/data 
3040. Claim received 
3100. Claim reaches PA stage 
3120. Exception categories 

 
Back to benefit specific contents 

Document/data classification 
3000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
3001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
3002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
3003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms, review forms, 

medical evidence, and/or  

  determine the amount, destination or place of payment, e.g. copies of current wage slips 

and change of post office or address notifications. 

 only 

1st and last medical statements (fit note or equivalent) are required to be retained. 

Documents/data required for security and accuracy checks are also classified as supporting. 
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3004. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral, 
e.g. 
  claim file transfer requests 
  medical statements (fit note or equivalent) other than the 1st note, are retained for the 

period covered and then on receipt of a further note can be destroyed after 4 weeks 

 MF15s 
  copies of minutes 
  letters requesting leaflets 
  internal memos, and 
 RD18s. 

Reclassification of documents/data needed for checks 
3005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific retention periods. 

Potentially Violent Persons documents/data 
3006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents. 

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

3007-3019 Back to Incapacity Benefit and Severe Disablement Allowance section contents 

Retention of documents/data 

Retention of supporting documents/data 
3020. When you identify a document/data as a supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
3021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the claim file, in date and alphabetical 
order. 

3 

Retain the document/data for one calendar month from the date when action is 
complete. 
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be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

4 

Destroy the document/data at the end of the retention period. 

  

 

3022-3039 Back to Incapacity Benefit and Severe Disablement Allowance section contents 

Claim received 
3040. When you receive a claim to Incapacity Benefit (IB) or Severe Disablement Allowance 
(SDA), register and assess the claim in line with current procedures. 

After assessment  
3041. When assessment action is complete: 

Step  Action 

  

1 

File any BI76/77 documents/data separately (see Document/data exceptions in this 
section of the Guide). 

2 

Note any remaining documents/data with the correct classification. 

3 

File: 

  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

4 

File the claim file in: 
  live if the customer is entitled to benefit or credits, or 

  PA if the customer is not entitled to benefit or credits. 

  

 

 

Cleansing of live claim files 
3042. When weeding records, account should be taken of the following amended guidance: 

Retain in the IB55 / ESA55 or SDA 14: 
  the last 2 medical referrals containing reports i.e. IB85/SDA16 unless the reports are held 

electronically on MSRS; and also  

  any documents containing evidence used to reach decisions made within the previous 14 

months. 

Note: The IB55 / ESA55 referral files for live claims must be retained for 120 months to 
ensure that the last two Personal Capability Assessments on form IB85 are retained. 

3043-3099 Back to Incapacity Benefit and Severe Disablement Allowance section contents 

Claim reaches PA stage 

Definition of PA 
3100. For IB and SDA purposes, you should PA claims when: 
  there is no entitlement to benefit or credits at the outset,  
  the customer dies, or 
  entitlement to benefit or credits ends. 
3101. Destroy PA'd cases which are: 
  maintained on system: 

  14 months after PA 

 maintained 

clerically: 
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  24 months after PA (no taxable benefit paid) 

There are some exceptions to this rule: see Exception categories in this section of the Guide 
for details. 

Customer Management System 

Where claims are made using the Customer Management System (CMS), the original 
Customer Statement must not be destroyed until the retention period for all benefits the 
statement refers to have elapsed, including Council Tax Benefit and Housing Benefit. 

This is: 

  for IB – 14 months from the date the claim is closed 
  for HB/CTB – 14 months following the claim going dormant or 6 years from the date 

of claim whichever is the greater 

Note: First and last medical certificates must be retain for 14 months after the claim is closed. 
 

PA stage 
3102. When a claim reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

File the claim file in the PA run. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the claim file 
  any appropriate sub-files 
  IB55 / ESA55 or SDA14, and 
  any index cards. 
Note: 

(1). Do not destroy any BI76/77 document/data, which are filed separately (see 
Document/data exceptions in this section of the Guide for details). 

(2). Do not destroy the original Customer Management System (CMS) Customer 
Statement until the retention period for all benefits the statement refers to have 
elapsed, including Council Tax Benefit and Housing Benefit. Please refer to 
current Jobcentre Plus CMS Storage and Retention Guidance. 

  

 

3103-3119 Back to Incapacity Benefit and Severe Disablement Allowance section contents 

Exception categories 

Common exceptions 
3120. There are some exceptions to the Benefits DDR policies for IB and SDA. Note cases 
which you identify as exceptions as, Not for destruction. 

3121. The most common cases you should identify as exceptions and note as, Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  debt management (compensation recovery unit (CRU)) cases 
  recovery from estate cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest, and 
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 link to page 19 [bookmark: 21]  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
3122. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file, any IB55 / ESA55 or SDA14 and any appropriate sub-file(s) are noted with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when all action is complete, or the 

specialist area no longer has an interest in the case. 

Case identified as an exception 
3123. When a case is identified as an exception: 

Step  Action 

  

1 

Access dialogue RP801 and input details of the exception. 

2 

Note the claim file, IB55 / ESA55 or SDA14 and any appropriate sub-files Not for 
destruction and add the reason for exception. 

3 

Retain the claim file in live or PA as appropriate. 

  

 

Reason for exception ceases 
3124. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue RP801 and amend or remove the details of the exception. 

2 

If:  

  this is the only reason for exception, remove the Not for destruction notation 

from: 

  the claim file 

  the IB55 / ESA55 or SDA14, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File the documents/data in: 

  live if entitlement continues 

  PA if entitlement has ended. 

4 

The claim file must be retained for 14 months (24 or 48 months if the case is 
maintained clerically) from the date all reasons for exceptions have ceased. Note 
this new date as the (new) PA date on the front of the claim file. 
 
Retain the claim file in PA for destruction as described at paragraph 3101. 

  

 

Document/data exceptions 
3125. As well as the cases identified as exceptions, BI76/77 forms are also exceptions to the 
Benefits DDR policy for IB and SDA. 

3126. When BI76/BI77 action is complete, file BI76/77 forms separately from the claim file 
and retain them until: 
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should be linked with BI2, or 

  14 months after the death of the customer if they do not claim benefit under the Industrial 

Injuries Scheme. 

3127-3499 Back to Incapacity Benefit and Severe Disablement Allowance section contents 

 

 

 
Benefits Document and Data Retention Guide 

Employment and Support Allowance  

4000. Document/data classification 
4020. Retention of documents/data 
4040. Claim received 
4100. Claim reaches PA stage 
4120. Exception categories 

 
Back to benefit specific contents 

Document/data classification 
4000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
4001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
4002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
4003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms, review forms, 

medical evidence, and/or  

  determine the amount, destination or place of payment, e.g. copies of current wage slips 

and change of post office or address notifications, and 

 only 

1st and last medical statements (fit note or equivalent) are required to be retained. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
4004. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral, 
e.g. 
  claim file transfer requests 
  medical statements (fit note or equivalent) other than the 1st and final, are to be held as 

ephemeral and destroyed after 4 weeks from date of receipt. Under no circumstances 
should any medical statements apart from the 1st and final be sent to Fario. 

 MF15s 
  copies of minutes 
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  internal memos, and 
 RD18s. 

Reclassification of documents/data needed for checks 
4005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific retention periods. 

Potentially Violent Persons documents/data 
4006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents. 

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

4007-4019 Back to Employment and Support Allowance  

Retention of documents/data 

Retention of supporting documents/data 
4020. When you identify a document/data as a supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 

  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document/data in the claim file. 

4 

JSAPS data can only be held according to JSAPS system design functionality. 

 

 

Retention of ephemeral documents/data 
4021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the claim file, in date and alphabetical 
order. 

3 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer Feedback. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
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be retained for periods in line with those for supporting documents/data. 

4 

Destroy the document/data at the end of the retention period. Where possible 
destroy non-JSAPS data at the end of the retention period. 
 
NOTE:- JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as ESA is a taxable benefit. 

5 

JSAPS data can only be destroyed centrally, in accordance with system design 
functionality. 

  

 

4022-4039 Back to Employment and Support Allowance  

Claim received 
4040. When you receive a claim to Employment and Support Allowance register and assess 
the claim in line with current procedures. 

4041. If the claim is a first-ever claim, raise a new claim file to retain documents/data relevant 
to the claim. 

After assessment - first-ever claim 
4042. When assessment action is complete: 

Step  Action 

  

1 

Note any remaining documents/data with the correct classification. 

2 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral 

  it is not possible to note a data classification on JSAPS data. 

3 

File the claim file in: 
  live if the customer is entitled to benefit or credits, or 

  PA if the customer is not entitled to benefit or credits. 

  

 

4043-4059 Back to Employment and Support Allowance  

 

Reviews 

Mortgage review 
4060. You should only carry out a review of mortgage and /or home improvement loan 
documents/data when the Mortgage Interest Direct (MID) anniversary date is reached. 

4061. When conducting a mortgage or home improvement loan review: 

Step 

Action 

  

1 

Review the mortgage or home improvement loan(s) in line with current 
procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 
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 link to page 22 [bookmark: 25]supporting documents/data in the claim file or mortgage sub-file, and data on 
JSAPS, as appropriate 

  not an exception, retain the MI12(s) and any documents/data which support 

the current decision and any decisions made within the previous 14 months, 
including: 

 MI12R(s) 

  decision(s) made by the Benefit Delivery Expert, and 

 other 

documents/data. 

4 

Destroy all remaining mortgage or home improvement loan documents. 
 
Note: JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as ESA is a taxable benefit. 

5 

File the claim file and/or sub-file as appropriate after the review. 

  

 

Cleansing of live claim files 
4062. When weeding records, account should be taken of the following amended guidance: 

Retain in the ESA55: 

  the last 2 medical referrals containing reports i.e. IB85 unless the reports are held 

electronically on MSRS; and also 

  any documents containing evidence used to reach decisions made within the 

previous 14 months. 

Note: The IB55 / ESA55 referral files for live claims must be retained for 72 months to 
ensure that the last two Work Capability Assessments reports on form ESA85 are 
retained. 

4063-4099 Back to Employment and Support Allowance  

Claim reaches PA stage 

Definition of PA 
4100. For ESA purposes, claims are PA when: 
  there is no entitlement to benefit at the outset, or 
  the customer dies, or 
  entitlement to benefit or credits ends. 
4101. Destroy PA'd cases which are: 

  maintained on system: 

 

JSAPS data can only be destroyed centrally, in accordance with the system  

design 

 maintained 

clerically: 

 

48 months after PA (taxable benefit paid) 

 

24 months after PA (no taxable benefit paid). 

  Maintained on system, but with supporting documents: 

 

48 months after the last action – as per JSAPS system maintained cases 

Customer Account Management 

Where claims are made using the Customer Account Management (CAM) and the telephone 
conversation is recorded as a replacement for signed documentation, the recorded telephone 
conversation must not be destroyed until the retention period for all benefits it refers to have 
elapsed, including Housing Benefit and Council Tax Benefit. The requirement for customer’s 
conversation to be recorded and stored for is: 

  14months from the point at which it is closed in CIS or, 
  72 months from the point at which it is closed in CIS if HB/CTB interest is registered 

from day of claim (which ever is longer). 
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 link to page 26  link to page 22 [bookmark: 26]Note: JSAPS claim data remains on the system for at least 4 years after the last update. This 
is due to HMRC requirements, as ESA is a taxable benefit. 

There are some exceptions to this rule: see Exception categories in this section of the Guide 
for details. 

Note: Guidance on how to flag ESA CAM cases to retain data longer than the standard 14 
months after the end of the claim in CIS can be found in the ESA Guidance. 

European Refugee Fund Claims 

Clerical Claim forms along with relevant evidence supporting claims made by Gateway 
Protection Programme refugees must be retained for 5 years following the closure of the 
claim. 

The claim form must be annotated with the words “Retain until 5 years following closure of 
claim – European Refugee Fund (ERF) provision”. 

PA stage 
4102. When a claim reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

File the claim file in PA run. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the claim file 

  any appropriate sub-files,  

 ESA55, 

and 

  any index cards. 
JSAPS claim data remains on the system for at least 4 years after the last update. 
This is due to HMRC requirements, as ESA is a taxable benefit. 
 
Note:  
Where claims are made using Customer Account Management (CAM) and the 
telephone conversation is recorded as a replacement for signed documentation, 
the recorded telephone conversation must not be destroyed until the retention 
period for all benefits it refers to have elapsed, including Housing Benefit and 
Council Tax Benefit. If there are no other benefits, the retention period is 14 
months. If there is a Housing Benefit and/or Council Tax Benefit interest, the 
retention period is 72 months. 

   

 

4103-4119 Back to Employment and Support Allowance  

 

Exception categories 

Common exceptions 
4120. There are some exceptions to the Benefits DDR policy for ESA. You must identify 
cases which are exceptions and mark them as Not for destruction. 

4121. The most common cases you should identify as exceptions and note as, Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  Compensation Recovery Unit (CRU) cases 
  recovery from estate cases 
  special payment cases, 
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[bookmark: 27]  cases with a Criminal Cases Review Commission interest 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
4122. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file, any ESA55 and any appropriate sub-file(s) are noted with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Case identified as an exception 
4123. When a case is identified as an exception: 

Step 

Action 

  

1 

Access dialogue JA610: ESA Claim Maintenance and set the appropriate Special 
Interest Indicator (PV, Overpayment, Fraud, Appeals and Compensation 
Recovery) in the CLAIM ADMINISTRATION screen (see ESA JSAPS Code Card 
for details of codes). 

Note: dialogue JA610 can only be accessed if a new claim or change of 
circumstances has first been registered in dialogue JA060. 

2 

Note the claim file, ESA55 and any appropriate sub-files Not for destruction and 
add the reason for exception. 

3 

Retain the claim file in the live or PA run as appropriate. 

  

 

Reason for exception ceases 
4124. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue JA610: ESA Claim Maintenance and remove the appropriate 
Special Interest Indicator (PV, Overpayment, Fraud, Appeals and Compensation 
Recovery) in the CLAIM ADMINISTRATION screen, JA631662 (see ESA JSAPS 
Code Card for details of codes). 
Note: dialogue JA610 can only be accessed if a new claim or change of 
circumstances has first been registered in dialogue JA060. 

2 

If: 
  this is the only reason for exception, remove the Not for destruction notation 

from: 

  the claim file,  

  the ESA55, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File in: 
  live if entitlement continues 

  PA if entitlement has ended. 
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The claim file must be retained for 48 months (24 or 48 months if the case is 
maintained clerically) from the date all reasons for exceptions have ceased. Note 
this new date as the (new) PA date on the front of the claim file. 
 
Retain the claim file in PA for destruction as described at paragraph 4101. 

  

 

4125-4999 Back to Employment and Support Allowance  
 

Benefits Document and Data Retention Guide 

Maternity Allowance 

5500. Document/data classification 
5520. Retention of documents/data 
5540. Claim received 
5560. Claim reaches PA stage 
5580. Exception categories 

 
Back to benefit specific contents 

Document/Data classification 
5500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
5501. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephermal documents. 
Non-Clerical Data 
5502. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
5503. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms, and/or 
  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
5504. Classify any documents/data that do not fulfil the criteria for supporting 
documents/data as ephemeral, e.g. 
 MF15s 
  copies of minutes 
  letters requesting leaflets 
  internal memos, and 
 RD18s. 

Reclassification of documents/data needed for checks 
5505. When a document/data previously classified as ephemeral is needed for a check: 
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it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific retention periods. 

Potentially Violent Persons documents/data 
5506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

5507-5519 Back to Maternity Allowance contents 

Retention of documents/data 

Retention of supporting documents/data 
5520. When you identify a document/data as a supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
5521. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral 

2 

File the documents/data separately from the claim file, in date and alphabetical 
order. 

3 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer Feedback. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

4 

Destroy the document/data at the end of the retention period. 

  

 

5522-5539 Back to Maternity Allowance contents 

Claim received 
5540. When you receive a claim to Maternity Allowance (MA), register and assess it in line 
with current procedures. 
5541. If the claim is a: 
  first-ever claim, raise a new claim file to retain documents/data relevant to the claim 
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Benefit (IB) or Severe Disablement Allowance (SDA): 

  retrieve any existing claim file (less than 14 months PA) in line with local 

procedures 

  store all documents/data relevant to the claim in the retrieved claim file. 

After assessment - first-ever claim 
5542. When assessment action is complete: 

Step 

Action 

  

1 

File any BI76/77 documents/data separately (see Document/data exceptions in 
this section of the Guide). 

2 

Note remaining documents/data with the correct classification. 

3 

File: 

   supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

4 

File the claim file in: 
  live if the customer is entitled to benefit or credits 

  put away (PA) if the customer is not entitled to benefit or credits. 

  

 

After assessment - subsequent claim 
5543. When assessment action is complete: 

Step Action 

  

1 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

previous supporting documents/data in the claim file 

  not an exception, remove and destroy any documents/data from the previous 

claim(s) that do not support a decision made within the previous 14 months. 

2 

Note remaining documents/data with the correct classification. 

3 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

4 

File the claim file in: 

  live if the customer is entitled to benefit or credits 

  PA if the customer is not entitled to benefit or credits. 

  

 

5544-5559 Back to Maternity Allowance contents 

Claim reaches PA stage 

Definition of PA 
5560. For MA purposes, claims are PA when: 
  there is no entitlement to benefit or credits at the outset, or 
  entitlement to benefit or credits ends. 
5561. Destroy PA'd cases 14 months after PA. There are some exceptions to this rule: see 
Exception categories in this section of the Guide for details. 

PA stage 
5562. When a claim reaches the PA stage: 
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Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

File the claim file in the PA run. 

3 

Destroy all documents/data at the end of the retention period, including: 

  the claim file 

  any appropriate sub-files, and 

  any index cards. 
 
Note: Do not destroy any BI76/77 documents/data that are filed separately (see 
Document/data exceptions in this section of the Guide for details). 

  

 

5563-5579 Back to Maternity Allowance contents 

Exception categories 

Common exceptions 
5580. There are some exceptions to the Benefits DDR policy for MA. You must identify cases 
which are exceptions and note them as Not for destruction. 

5581. The most common cases you should identify as exceptions and note as, Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  recovery from estates cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest, and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
5582. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are noted with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when all action is complete, or the 

specialist area no longer has an interest in the case. 

Case identified as an exception 
5583. When a case is identified as an exception: 

Step 

Action 

  

1 

Access dialogue RP801 and input the details of the exception. 

2 

Note the claim file and any appropriate sub-files Not for Destruction and add the 
reason for exception. 

3 

Retain the claim file in the live or PA run as appropriate. 
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5584. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue RP801 and amend or remove the details of the exception. 

2 

If: 
  this is the only reason for exception, remove the Not for destruction notation 

from: 

  the claim file, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File the documents/data in: 
 
  live if entitlement continues 

  PA if entitlement has ended. 

4 

The claim file must be retained for 14 months from the date all reasons for 
exceptions have ceased. Note this new date as the (new) PA date on the front of 
the claim file. 
 
Retain the claim file in PA for destruction as described at paragraph 5561. 

  

 

Document/data exceptions 
5585. When BI76/BI77 action is complete, file BI76/77 forms separately from the claim file 
and retain them until: 
  the customer claims a benefit under the Industrial Injuries Scheme, when the BI76/BI77 

should be linked with BI2, or 

  14 months after the death of the customer if they do not claim benefit under the Industrial 

Injuries Scheme. 

5586-5999 Back to Maternity Allowance contents 
  

Benefits Document and Data Retention Guide 

Industrial Injuries Scheme Benefit 

6000. Document/data classification 
6020. Retention of documents/data 
6080. Case reaches PA stage 
6100. Exception categories 
  
Back to benefit specific contents 

Document/data classification 
6000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception Categories in this section of the Guide. 

6001. Throughout this Guide the term ‘claim’ includes an application for an Industrial Accident 
declaration. 

Clerical documents 
6002. You must examine all clerical documents relating to a case as you action them, then 
classify them under one of the following categories: 
  supporting documents; or 
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Non-Clerical Data 
6003. You must examine all non-clerical data e.g. system, scanned images, x-rays, 
telephone recordings etc relating to a case as you action them, then classify and note them 
under one of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
6004. Supporting documents/data are those which support a decision and: 
  contain information on which a decision (including where there has been a less than 14% 

assessment) has been based e.g. claim forms, review forms and decision forms, and/or 

  determine the amount, destination or place of payment e.g. change of post office or 

address notifications, details of appointees/agents, etc. 

Documents/data required for security and accuracy checks are also classified as supporting 
documents. 

Data kept on CD/DVDs and other media that can’t be printed off 
6005. All X-rays supplied by a hospital in CD / DVD format for use by Medical Services are destroyed on completion of 
their action, in accordance with current Data Security Guidance. They are no longer returned to IIDB centres for filing with 
the medical papers. 
If a Health Care professional (HCP) wishes to see an X-ray film in connection with an appeal, the Tribunal Service will 
make their own arrangements to obtain one.  
Old X-ray plates are stored in card X-ray pouches at Heywood Filestore and are requested by the IIDB centre via 
FARIO, when required. They are transported using the TNT Fully Tracked Documented Service. They are then sent to 
Medical Services with the relevant medical papers and on completion of the medical process, they are returned to the 
IIDB centre for onward transportation back to Heywood Filestore.  
These old X-ray plates are the property of the Department and cannot be replaced and therefore it is essential that they 
are not destroyed while the IIDB case remains LIVE. Once the IIDB claim has closed (PA), the normal retention periods 
will apply, see paragraph 6081. The appropriate IIDB Guidance can be found at Chapter 17 - 01 Retrieval of X-Rays 
Introduction. 

Ephemeral documents/data 
6006. Documents/data that do not fulfil the criteria for supporting are classified as ephemeral 
e.g. copies of minutes, letters requesting leaflets, internal memos, award notices, 
miscellaneous correspondence. 

Reclassification of documents/data needed for checks 
6007. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  retain it as a supporting document/data in BI2, unless your procedural guidance has 

specific retention periods. 

Potentially Violent Persons (PVP) documents 
6008. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

Medical documents contained in BI8 
6009. The procedures contained within this Guide do not apply to any documents/data held 
on the BI8 file. These documents/data should be retained until the BI2 is destroyed. 
6010-6019 Back to IISB section contents 

Retention of documents/data 
6020. When action on a case is complete: 
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1 

Classify all documents/data correctly. 

2 

File: 
  supporting documents/data in the BI2 

  all other documents/data as ephemeral 
 
NB: retain: 

   all forms in the BI76/77 series. 

3 

File the BI2 as appropriate. 

  

 

6021. When live files are handled for any business reason, you should remove any 
supporting documents/data that are no longer required, e.g. out of date change of address 
details. 

6022-6039 Back to IISB section contents 

Retention of ephemeral documents/data 
6040. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

File the document/data separately from the BI2 in date and alphabetical order. 

2 

Retain for one calendar month from date that the action is completed. 
Note: MPs' Correspondence and Customer Feedback. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

3 

Destroy the document/data at the end of the retention period. 

  

 

6041-6059 Back to IISB section contents 

Dead cases 
6060. A claim for IISB can be made at any time up to 12 months after the date of death. All 
files, where the customer has died, should therefore be retained separately and destroyed 14 
months after: 
  the date of death, or 
  the date of the last decision whichever is the later. 
6061-6079 Back to IISB section contents 

Case reaches PA stage 

Definition of PA 
6080. For IISB purposes claims are PA when all action on the case is complete. 

Destruction policy 

6081. Destroy PA files either 
  at age 85, or 
  where the customer has died 14 months after: 

  the date of death, or 
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There are some exceptions to this rule: see Exception categories in this section of the Guide 
for details. 

PA stage 
6082. When a case reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 
 
NB: remove any supporting documents/data that are no longer required, e.g. out 
of date change of address details, award notices. 

2 

File the BI2 in the Dead or PA run. 

3 

Destroy the BI2, BI76/77 and BI8 at the end of the retention period. 
 
NB: X-Rays held should also be destroyed at the end of the retention period. 

  

 

6083-6099 Back to IISB section contents 

Exception categories 

Common exceptions 
6100. There are some exceptions to the Benefits DDR policy for IISB. Note cases, which you 
identify as exceptions as, Not for destruction. 
6101. The most common cases you should identify and note as exceptions are: 
 fraud 

cases; 

 overpayment 

cases; 

  cases awaiting appeals or reconsideration; 
 civil 

proceedings 

cases; 

  compensation recovery unit cases; 
  recovery from estate cases; 
  special payment cases; 
  cases with a criminal cases review commission interest; 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - 

Parliamentary Commissioner for Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
NB: It is not necessary to note the BI8 or the documents/data it contains, Not for 
destruction. 

6102-6109 Back to IISB section contents 

Action by specialist area 
6110. The specialist area dealing with a case identified as an exception must make sure that: 
  the BI2 and any appropriate sub files are noted with: 

  Not for destruction, and 
 the 

reason for exception. 

  the notation is removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Action when a case is identified as an exception 
6111. When a case is identified as an exception: 
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Step 

Action 

  

 

1 

Mark the BI2 and any appropriate sub-files Not for Destruction and add the 
reason for exception. 

2 

Retain the BI2 in PA/BF until all the specialist action has been completed. 

  

 

Action when the reason for exception ceases 
6112. When the reason for exception has ceased take the following action: 

Step 

Action 

  

1 

If: 
  this is the only reason for exception, remove the Not for Destruction notation 

from the claim file and any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

2 

File the BI2 as appropriate. 

6113-6499 Back to IISB section contents 
 

Benefits Document and Data Retention Guide 

Income Support 

7500. Document/data classification 
7520. Retention of documents/data 
7540. Claim received 
7560. Reviews 
7580. Claim reaches PA stage 
7600. Exception categories 
  
Back to benefit specific contents 

Document/data classification 
7500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
7501. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
7502. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then where possible, classify and note 
them under one of the following two categories: 
  supporting, or 
  ephemeral. 
Note: Where it is not possible to classify the data, and the system doesn’t have set retention 
periods, treat all data as supporting. 
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7503. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms and review forms, 

and/or 

  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
7504. Classify any documents/data that do not fulfil the criteria for supporting documents/data 
as ephemeral, e.g. claim file transfer requests (A51s). 

Reclassification of documents/data needed for checks 
7505. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents/data 
7506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents 

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

7507-7519 Back to Income Support section contents 

Retention of documents/data 

Retention of supporting documents/data 
7520. When you identify a document/data as supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
7521. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the claim file, in alphabetical order, within 
date order. 

3 

Retain the document/data for one calendar month from the date when the action is 
complete. 
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Note: MPs' Correspondence and Customer Feedback. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

4 

Destroy the document/data at the end of the retention period. 

7522-7539 Back to Income Support section contents 

Claim received 
7540. When you receive a claim to Income Support (IS), register and assess the claim in line 
with current procedures. 

7541. If the claim is a repeat claim made within three calendar months of the last day of 
entitlement of the previous claim, store all documents/data relevant to the repeat claim, 
utilising the existing claim file. 

7542. In all other cases: 
  raise a new claim file to retain documents/data relevant to the new claim 
  leave the previous claim file in put away (PA) until it is due for destruction. 

After assessment 
7543. When assessment action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

3 

File the claim file in: 
  live if the customer is entitled to benefit, or 

  PA if the customer is not entitled to benefit. 

  

 

7544-7559 Back to Income Support section contents 

Reviews 
7560. A claim is subject to a full review: 
  when you receive a review form, or 
  following a case intervention. 
7561. Following a full review, retain: 
  the new review form, 
  claim and/or review forms that support the current decision (on entitlement) and any 

decision made within the previous 14 months, 

 all 

other 

supporting documents/data relating to the current decision (on entitlement) and 

any decision made within the previous 14 months, and 

  in addition to the above, where there has been a gap of less than 3 months between 

claims retain the claim form or the review form showing the link to the previous 
claim/claims 

This applies both to clerical and system maintained cases. 

7562. Destroy all the remaining documents/data, including any claim and/or review forms that 
do not meet the retention criteria above, unless the case is noted or identified as not for 
destruction (see Exception categories in this section of the Guide for further details). 
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Guide. 

7564. When conducting a full review on a claim: 

Step 

Action 

  

1 

Review the claim in line with current procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document relating to a previous decision to support a 
subsequent decision, amend the date of decision. 

3 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file  

  not an exception, identify and retain: 

  the claim file, 

  the new review form, 

  claim and/or review forms that support the current decision and any 

decision made within the previous 14 months, 

  all other supporting documents/data relating to the current decision 

and any decision made within the previous 14 months, and 

  in addition to the above, where there has been a gap of less than 3 

months between claims retain the claim form or the review form 
showing the link to the previous claim/claims 

4 

File ephemeral documents/data separately. 

5 

Destroy all other documents/data, including any claim and/or review forms that do 
not meet the retention criteria above. 

6 

File the claim file as appropriate after the review. If entitlement has ended, see PA 
stage in this section of the Guide. 

  

 

Mortgage review 
7565. You should carry out a review of mortgage and /or home improvement loan 
documents/data when the annual Mortgage Interest Direct (MID) anniversary date is reached 
or a significant change in circumstances results in a change of lender or the end of the 
mortgage/home improvement loan. 

7566. When conducting a mortgage or home improvement loan review: 

Step 

Action 

  

1 

Review the mortgage or home improvement loan(s) in line with current 
procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file or mortgage sub-file, whichever is 
appropriate 

  not an exception, retain the MI12(s) and any documents/data which support 

the current decision and any decisions made within the previous 14 months, 
including: 
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  decision(s) made by the Decision Maker, and 

 other 

documents/data. 

4 

Destroy all remaining mortgage or home improvement loan documents/data. 

5 

File the claim file and/or sub-file as appropriate after the review. 

  

7567-7579 Back to Income Support section contents 

Claim reaches PA stage 

Definition of PA 
7580. For IS purposes, claims are PA when: 
  there is no entitlement to benefit at the outset, or 
  entitlement to benefit ends. 
7581. Destroy PA'd cases 14 months after PA. This applies both to system and clerically 
maintained cases. There are some exceptions to this rule: see Exception categories in this 
section of the Guide for details. 

Customer Management System 

Where claims are made using the Customer Management System (CMS), the original 
Customer Statement must not be destroyed until the retention period for all benefits the 
statement refers to have elapsed, including Council Tax and Housing Benefit. 

This is: 

  for IS – 14 months following the claim going dormant 
  for HB/CTB – 14 months following the claim going dormant or 6 years from the date 

of claim whichever is the greater 

European Refugee Fund Claims 

Clerical Claim forms along with relevant evidence supporting claims made by Gateway 
Protection Programme refugees must be retained for 5 years following the closure of the 
claim. 

The claim form must be annotated with the words “Retain until 5 years following closure of 
claim – European Refugee Fund (ERF) provision”. 

PA stage 
7582. When a claim reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

File the claim in PA. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the claim file 

  any appropriate sub-files, and 

  any index cards. 
 
Note: Do not destroy the original Customer Management System (CMS) 
Customer Statement until the retention period for all benefits the statement refers 
to have elapsed, including Council Tax Benefit and Housing Benefit. . Please refer 
to current Jobcentre Plus CMS Storage and Retention Guidance. 

   

 

7583-7599 Back to Income Support section contents 
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Common exceptions 
7600. There are some exceptions to the Benefits DDR policy for IS. You must identify cases 
which are exceptions and mark them as Not for destruction. 

7601. The most common cases you should identify as exceptions and note as, Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  compensation recovery unit (CRU) cases 
  recovery from estate cases 
  special payment cases, 
  cases with a Criminal Cases Review Commission interest 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases)  

  cases subject to a Regional Benefit Review. 
  ICE – Independent Case Examiner cases 
7602. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are noted with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the notation and system indicator are removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Case identified as an exception 
7603. When a case is identified as an exception: 

Step 

Action 

  

1 

Access dialogue IS091 and set the appropriate Special Interest Indicator code in 
the Notes field on the ABOUT YOU screen (see IS Desk Aid for details of codes). 

2 

Note the claim file and any appropriate sub-files Not for destruction and add the 
reason for exception. 

3 

Retain the claim file in the live or PA run as appropriate. 

  

 

Reason for exception ceases 
7604. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue IS091 and remove the appropriate Special Interest Indicator code 
in the Notes field on the ABOUT YOU screen (see IS Desk Aid for details of 
codes). 

2 

If: 
  this is the only reason for exception, remove the Not for destruction notation 

from: 

41 



 link to page 40  link to page 36  link to page 42  link to page 43  link to page 44  link to page 45  link to page 47  link to page 48  link to page 1  link to page 48  link to page 42  link to page 43  link to page 42  link to page 43 [bookmark: 42]  the claim file, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File in: 
  live if entitlement continues 

  PA if entitlement has ended. 

4 

The claim file must be retained for 14 months from the date all reasons for 
exceptions have ceased. Note this new date as the (new) PA date on the front of 
the claim file. 
 
Retain the claim file in PA for destruction as described at paragraph 7581. 

  

 

7605-7999 Back to Income Support section contents 
  

Benefits Document and Data Retention Guide 

Job Seekers Allowance 

8000. Document/data classification 
8020. Retention of documents/data 
8040. Claim received 
8060. Reviews 
8080. Claim reaches PA stage 
8100. Exception categories 
  
Back to benefit specific contents 

Document/data classification 
8000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
8001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
8002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them, where 
possible, under one of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
8003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms and review forms, 

and/or 

  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 
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8004. Classify, any documents and where possible data that does not fulfil the criteria for 
supporting documents as ephemeral, e.g. claim file transfer requests (A51s). 

Note: LMU Retention 

All LMUs, and all documents contained therein, should be retained on site for one month after closure action is completed 
and then destroyed. 

The only exception to this is those LMUs that contain a fraud, appeal or overpayment marker, which should be retained 
on site for 14 months from the date a claim has ended. See Closure and Retention Guidance. 

Reclassification of documents/data needed for checks 
8005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents 
8006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

8007-8019 Back to JSA section contents 

Retention of documents/data 

Retention of supporting documents/data 
8020. When you identify a document/data as supporting: 

Step 

Action 

  

1 

Note the document Supporting. 

2 

Note the data, where possible, Supporting. 

3 

Note the document and where possible, the data with the date of decision to 
which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

4 

File documents in the claim file 

5 

JSAPS data can only be held according to JSAPS system design functionality. 

  

 

Retention of ephemeral documents/data 
8021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document Ephemeral. 

2 

Note the data, where possible, Ephemeral. 
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File the documents separately from the claim file, in date and alphabetical order. 
Where possible, file data in date and alphabetical order. 

4 

Retain the documents for one calendar month from the date when action is 
complete. Where possible, retain data for one calendar month from the date when 
action is complete. 
Note: MPs' Correspondence and Customer Feedback. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

5 

Destroy the document at the end of the retention period. Where possible destroy 
non JSAPS data at the end of the retention period. 
 
Note: JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as JSA is a taxable benefit. 

6 

JSAPS data can only be destroyed centrally, in accordance with the system 
design functionality. 

  

 

8022-8039 Back to JSA section contents 

Claim received 
8040. When you receive a claim to Jobseeker's Allowance (JSA), register and assess it in 
line with current procedures. 

8041. If the claim is a repeat claim, using the Rapid Reclaim procedures, and made within 26 
weeks of the last day of entitlement of the previous claim, store all documents relevant to the 
repeat claim in the previous claim file. If both claims are maintained on JSAPS, JSAPS will 
automatically link the new claim data with the previous claim data. 

8042. In all other cases: 
  raise a new claim file to retain documents, JSAPS will store any data input, relevant to 

the new claim,   

  leave the previous claim file in put away (PA) until it is due for destruction. 

After assessment 

8043. When assessment action is complete: 

Step 

Action 

  

1 

Note documents with the correct classification. 

2 

Where possible note data with the correct classification. 

3 

File: 

  supporting documents/data in the claim file,  

  all other documents/data as ephemeral. 

  It is not possible to note a data classification on JSAPS data. 

3 

File the claim file in: 
  live if the customer is entitled to benefit or credits 

  PA if the customer is not entitled to benefit or credits. 

  

 

8044-8059 Back to JSA section contents 
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8060. A claim is subject to a full review: 
  when you receive a review form, or 
  following a case intervention. 
8061. Following a full review, retain: 
  the new review form, 
  claim and/or review forms/data that support the current decision and any decision made 

within the previous 14 months, 

 all 

other 

supporting documents/data relating to the current decision and any decision 

made within the previous 14 months, and 

  in addition to the above, where there has been a gap of less than 26 weeks between 

claims retain the claim form or the review form showing the link to the previous 
claim/claims. 

 
This applies both to clerical and system maintained cases. JSAPS claim data remains on the system for at least 4 years 
after the last update. If the case is clerically maintained and benefit has been paid, also retain any records of 
payment made in the previous 48 months after the last update, i.e. after PA and all exceptions have been cleared, 
due to HMRC requirements. 
 

8062. Destroy all the remaining documents, including any claim and/or review forms that do 
not meet the retention criteria above, unless the case is noted or identified as not for 
destruction (see Exception categories in this section of the Guide for further details). The 
system data will be destroyed at least 4 years after the last update. This is due to HMRC 
requirements, as JSA is a taxable benefit. 

8063. For the action to take on a mortgage review see Mortgage review in this section of the 
Guide. 

8064. When conducting a full review of a claim: 

Step 

Action 

  

1 

Review the claim in line with current procedures. 

2 

Note all new documents with the correct classification. 
Where possible, note all new data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents in the claim file, JSAPS will store any data input. 

  not an exception, identify and retain: 

  the claim file, 

  the new review form, 

  claim and/or review forms that support the current decision and any 

decision made within the previous 14 months, 

  all other supporting documents/data relating to the current decision 

and any decision made within the previous 14 months, and 

  in addition to the above, where there has been a gap of less than 26 

weeks between claims retain the claim form or the review form 
showing the link to the previous claim/claims. 

 

Note: JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as JSA is a taxable benefit. 
 
If the case is clerically maintained and benefit has been paid, also retain any 
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after PA and all exceptions have been cleared, due to HMRC requirements. 
 

4 

File ephemeral documents separately. 
Where possible file ephemeral data separately. 

5 

Destroy all other documents, including any claim and/or review forms that do not 
meet the retention criteria above. 
 
Note: JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as JSA is a taxable benefit. 

6 

File the claim file as appropriate after the review. If entitlement has ended, see PA 
stage in this section of the Guide. 

  

 

Mortgage review 
8065. You should only carry out a mortgage review and/or home improvement loan review 
when the Mortgage Interest Direct (MID) anniversary date is reached. 

8066. When conducting a mortgage or home improvement loan review: 

Step 

Action 

  

1 

Review the mortgage or home improvement loan(s) in line with current 
procedures. 

2 

Note all new documents with the correct classification. 
Where possible note all new data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents in the claim file or mortgage sub-file, and data on 
JSAPS, as appropriate 

  not an exception, retain the MI12(s) and other documents/data which support 

the current decision and any decisions made within the previous 14 months, 
including: 

 any 

MI12R(s) 

  any decision(s) made by the Decision Maker, and 

  any other documents/data. 

4 

Destroy all remaining mortgage or home improvement loan documents. 
 
Note: JSAPS claim data remains on the system for at least 4 years after the last 
update. This is due to HMRC requirements, as JSA is a taxable benefit. 

5 

File the claim file or sub-file as appropriate after the review. 

  

 

Automated Service Delivery (ASD) JSA 
8067. Jobcentre Plus will offer a range of digital self-service channels, with the aim of allowing claimants to use online 
channels to interact with us throughout the life of their claim for benefit. ASD (JSA) is taking forward both changes to 
online services for JSA, through the introduction of the new Customer Account on DirectGov, and the automation of JSA 
benefit processing. 

8068. The objective of the ASD (JSA) Project is to:  

  deliver a new online claims and change of circumstances service for JSA claimants; 
  automate processing of JSA claims and changes;  
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 link to page 42  link to page 48 [bookmark: 47]and in doing so: 

  reduce avoidable contacts, with staff contact only where it adds value 
  reduce verification requests; 
  provide claimants and staff with the information they need; and 
  reduce paper used in the processes. 

8069. Automated Service Delivery for Jobseekers Allowance (ASD (JSA) is automating benefit processing, this will 
improve customer service because: 

  it is a quicker and more accurate way of processing claims and changes; and 
  it means we can focus staff interventions where they add value, on labour market activity and cases that are more 

complicated. 

8070. Jobseekers Allowance will be the first DWP benefit to be automated. However, the system is designed to be 
reusable, allowing automation of other benefits including Universal Credit. 

8071. ASD (JSA) is essential to the successful delivery of Universal Credit (UC) because: 

  The solutions being invested for ASD (JSA) e.g. reporting changes online etc, will be reused for UC; and 
  The channel shift (enabling customers to do more online) ASD (JSA) is delivering, will enable UC to be launched 

with online as its default channel. 

8072-8079 Back to JSA section contents 

Claim reaches PA stage 

Definition of PA 
8080. For JSA purposes, claims are PA when: 
  there is no entitlement to benefit or credits at the outset, or 
  entitlement to benefit or credits ends. 
8081. Destroy PA'd cases: 
  maintained on system: 

  JSAPS data can only be destroyed centrally, in accordance with the system 

design functionality. 

 maintained 

clerically: 

  48 months after PA (taxable benefit paid) 
  14 months after PA (no taxable benefit paid). 

There are some exceptions to this rule: see Exception categories in this section of the Guide 
for details. 

Customer Management System 

Where claims are made using the Customer Management System (CMS), the original 
Customer Statement must not be destroyed until the retention period for all benefits the 
statement refers to have elapsed, including Council Tax Benefit and Housing Benefit as CMS 
only retains the information for 30 days. 

This is: 

  for JSA – 14 months following the claim going dormant 
  for HB/CTB – 14 months following the claim going dormant or 6 years from the date 

of the claim whichever is the greater 

JSAPS claim data remains on the system for at least 4 years after the last update. This 
is due to HMRC requirements, as JSA is a taxable benefit. 

European Refugee Fund Claims 

Clerical Claim forms along with relevant evidence supporting claims made by Gateway 
Protection Programme refugees must be retained for 5 years following the closure of the 
claim. 

The claim form must be annotated with the words “Retain until 5 years following closure of 
claim – European Refugee Fund (ERF) provision”. 

Note: Labour Market Units (LMU’s) retention policy 

All LMUs shall be retained on site for one month after closure action is completed and then 
destroyed.  The only exception is those LMUs that contain a fraud, appeal or overpayment 
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 link to page 42 [bookmark: 48]marker and these should be retained on site for no longer than 14 months. Labour Market 
decisions markers should only be set where the LMU is likely to be needed as evidence. 

The LMU is considered to be housing (ES80AJP) and ALL the documents contained within it. 

JSA LMU Guidance 

SL2’s – Where there is European Social Fund (ESF) and Match funded provision – Retain 
until 31/12/2022. Where there is no ESF and Match funded provision, retain for 18 months. 

PA stage 
8082. When a claim reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

File the case in PA. 

3 

Destroy all documents at the end of the retention period, including: 
  the claim file 

  any appropriate sub-files, and 

  any index cards. 
 

JSAPS data remains on the system for at least 4 years after the last update. 
This is due to HMRC requirements, as JSA is a taxable benefit 
 

Note: Do not destroy the original Customer Management System (CMS) 
Customer Statement, until the retention period for all benefits the statement 
refers to have elapsed, including Council Tax Benefit and Housing Benefit. Please 
refer to current Jobcentre Plus CMS Benefits Delivery Officers Guide. 

  

 

8083-8099 Back to JSA section contents 

Exception categories 

Common exceptions 
8100. There are some exceptions to the Benefits DDR policy for JSA. You must identify 
cases which are exceptions and mark them as Not for destruction. 

8101. The most common cases you should identify as exceptions and note as, Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  compensation recovery unit (CRU) cases 
  recovery from estate cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  cases subject to Regional Benefit Review. 
  ICE – Independent Case Examiner cases 
8102. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are noted with: 

  Not for destruction, and 
 the 

reason for exception 
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  the marking and system indicator are removed when all action is complete, or the 

specialist area no longer has an interest in the case. 

Case identified as an exception 
8103. When a case is identified as an exception: 

Step 

Action 

  

1 

Access dialogue JSA094 and set the appropriate Special Interest Indicator (PV 
and Fraud) in the MAINTAIN CLAIM ADMINISTRATION DETAILS screen (see 
JSA Desk Aid for details of codes). 

2 

Note the claim file and any appropriate sub-files Not for destruction and add the 
reason for exception. 

3 

Retain the claim file in the live or PA run as appropriate. 

  

 

Reason for exception ceases 
8104. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue JSA094 and remove the appropriate Special Interest Indicator 
(PV and Fraud) in the MAINTAIN CLAIM ADMINISTRATION DETAILS screen 
(see JSA Desk Aid for details of codes). 

2 

If: 
  this is the only reason for exception, remove the Not for destruction notation 

from: 

  the claim file, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File the documents/data in: 
 
  live if entitlement continues 

  PA if entitlement has ended. 

4 

The claim file must be retained for 14 months (48 months if the case is maintained 
clerically and taxable benefit was paid) from the date all reasons for exceptions 
have ceased. Note this new date as the (new) PA date on the front of the claim 
file. 
 
Retain the claim file in PA for destruction as described at paragraph 8081. 

  

 

8105-8499 Back to JSA section contents 
  

Benefits Document and Data Retention Guide 

Social Fund 

9500. Document/data classification 
9520. Retention of documents/data 
9540. Application received 
9560. Application reaches PA stage 
9580. Exception categories 
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Document/data classification 
9500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
9501. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
9502. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
9503. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. application/claim forms and 

review requests, and/or 

  determine the amount, destination or place of payment, e.g. funeral accounts, change of 

post office or address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
9504. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral, 
e.g. 
 A51s 
 FF101s, 

 

 FF102, 

and 

 compliments 

slips. 

Reclassification of documents/data needed for checks 
9505. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the most recent application number, and 
  retain it as supporting, unless the following check is involved; Dialogue SF460: Transfer 

Computer Record – para 68 and 69. 

Potentially Violent Persons documents 
9506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

9507-9519 Back to Social Fund section contents 

Retention of documents/data 

Retention of supporting documents/data 
9520. When you identify a document/data as supporting: 
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Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the application number to which it relates. 

3 

File the document in the Social Fund (SF) wallet, and data on system. 

  

 

Retention of ephemeral documents 
9521. When you identify a document/data as ephemeral: 

Step 

Action 

  

 

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the SF wallet, in date and alphabetical 
order. 

3 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer Feedback. As the initial contact may be 
followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer Feedback and the Departments response should 
be retained for periods in line with those for supporting documents/data. 

4 

Destroy the document/data at the end of the retention period. 

  

 

9522-9539 Back to Social Fund section contents 

Application received 
9540. When you receive an SF application, record the application and the decision on the 
Social Fund Computer System (SFCS) in line with current procedures. 

After decision made 
9541. When the application has been processed: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 
  supporting documents in the SF wallet, and data in SFCS 

  all other documents/data as ephemeral. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, add the new application number. 

3 

File the application in line with local procedures. 

4 

Start recovery action as appropriate. 

5 

If recovery action is not appropriate or when recovery is complete or abandoned, 
see Application reaches PA stage in this section of the Guide. 
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9542-9559 Back to Social Fund section contents 

Application reaches PA stage 

Definition of PA 
9560. For SF purposes, applications are put away (PA) when: 
  action on the application is complete, and 
  recovery action, if appropriate, is complete. 
9561. All “NIL” awards should be given a standard 6 months retention/destruction date. 

9562. Community Care Grants (CCG), Sure Start Maternity Grants (SSMG) and Funeral 
Payments (FP) will have a destruction date of 31 July following the tax year in which they 
were paid or 6 months from the date of decision, whichever is the greater. 

The following examples show how this works in the tax year 6 April 2006 to 5 April 2007: 
  Example 1 - Paid June 2006.  6 months from that date is December 2006; 31 July 2007 is  
11 months after that date. The destruction date is therefore 31 July 2007 as that is the greater  

retention period. 
  Example 2 - Paid March 2007. 6 months from that date is September 2007.  31 July is only 
4 months from the date of payment. The destruction date is therefore September 2007 as 6  

months is the greater retention period.  

9563. Changes to retention periods for Budgeting Loans and Crisis Loans and Funeral 
Payments have also been agreed, but due to processing issues cannot be implemented at 
this time. A further bulletin will be issued when these are resolved.   

9564. Destroy all other Social Fund PA'd applications 14 months after the end of the financial 
year in which the last action was taken. There are some exceptions to this rule: see 
Exception categories in this section of the Guide for details. 

PA stage 
9565. When an application reaches PA stage: 

Step 

Action 

  

1 

File the application in line with current procedures, until the end of the retention 
period. 

2 

At the end of the retention period, destroy: 
  the application, or 

  the application, wallet and any index cards if the application is the only one in 

the SF wallet. 

  

 

9566-9579 Back to Social Fund section contents 

Exception categories 

Common exceptions 

9580. There are some exceptions to the Benefits DDR policy for SF. These are: 
  clerically processed applications, and 
  cases noted or identified as “not for destruction”. 

Clerically processed applications 
9581. Applications processed clerically are classed as exceptions to the Benefits DDR policy 
until all the appropriate information is entered on SFCS. After this, deal with applications as 
described in After decision made in this section of the Guide. 

Cases noted or identified as not for destruction 
9582. The most common cases that you should identify as exceptions and note as Not for 
destruction are: 
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cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  recovery from estate cases 
  special payment cases 
  cases with a Criminal Cases Review Commission interest, and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
9583. The specialist area dealing with a case identified as an exception must make sure: 
  the SF wallet and any appropriate sub-file(s) are marked with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the notation and system indicator are removed when all action is complete, or the 

specialist area no longer has an interest in the case. 

Case identified as an exception 
9584. When a case is identified as an exception: 

Step Action 

  

1 

Access dialogue SF603, Maintain User Case Controls, and: 
  set a user case control with an action date of 31/12/50 

 input 

Do not destroy documents as the clearance action text. 

2 

Access dialogue SF030, Maintain Customer Notes, and input 1) Do not destroy 
documents until reason for exception ceases, 2) The appropriate indicator. 

3 

Mark the SF wallet Not for destruction and add the reason for exception. 

4 

Retain the SF wallet in live or PA as appropriate. 

  

 

Reason for exception ceases 
9585. When the reason for exception ceases: 
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Step 

Action 

 Back to 

Social Fund section 

  

contents 
 

1 

Access dialogue SF603, Maintain User Case Controls, and remove any outstanding 
brought forward (BF) date. 

Benefits Document 
and Data Retention 

2 

Access dialogue SF030, Maintain Customer Notes, and 1) delete any applicable 

Guide 

notes, and 2) delete the special indicator. 

Pension Credit 

3 

If: 

  this is the only reason for exception, remove the Not for destruction marking 

10000. Document/data 

from the SF wallet 

classification 

  a further exception still applies, delete only the exception category that no 

10020. Retention of 

longer applies. 

documents/data 
10040. Application 

4 

If all action is complete on any application, destroy it 14 months after the end of the 

received 

financial year in which either: 

10046. Reviews 

  the last action was taken, or 

10060. Application 

  the exception relating to the application ceased, whichever is later. 

reaches PA stage 
10080. Exception 

5 

Retain the SF wallet in live or PA as appropriate. 

categories 

 

 

Back to benefit specific contents 

Document/data classification 
10000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
10001. You must examine all clerical documents relating to a case as you action them, then 
classify and note them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents 
Non-Clerical data 
10002. You must examine all non-clerical data e.g. system, scanned images etc relating to a 
case as you action them, then classify and note them under one of the following two 
categories: 
  supporting documents, or 
  ephemeral documents 

Supporting documents/data 
10003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. application/claim forms and 

review requests, appeals results, and/or 

  determine the amount, destination or place of payment, e.g. proof of income from non-

state second pensions/annuities, address notifications or change of bank details. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
10004. Classify any documents/data that do not fulfil the criteria for supporting, as 
ephemeral 

Reclassification of documents/data needed for checks 
10005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
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retention periods. 

Potentially Violent Persons documents/data 
10006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

10007-10019 Back to Pension Credit section contents 

Retention of Documents/data 

Retention of supporting documents/data 
10020. When you identify an item as a supporting document/data: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 

  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document in the claim file. Link the data with the application. 
Note: Scanned images for Pension Credit are retained for 64 months (CAM will 
automatically set the retention period) 

  

 

Retention of ephemeral documents/data 
10021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document separately from the claim file, in date and alphabetical order. 

3 

Retain the document for one calendar month from the date when action is 
complete. 
Note: Scanned images are retained for 6 weeks in DRS. 
Note: MPs' Correspondence and Customer complaints. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents should be retained to refer back to, in order to avoid embarrassment 
and contradictory information being given. As it may be difficult to predict which 
contacts may be followed up at other levels, all MPs correspondence, Customer 
complaints and the Departments response should be retained for periods in 
line with those for supporting documents. 

4 

Destroy the document/data at the end of the retention period. 

  

 

10022-10039 Back to Pension Credit section contents 

Application received 
10040. When you receive a new application to Pension Credit, register and assess it in line 
with current procedures. 
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10041. When all action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification 

2 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

3 

File the claim file in: 
  live, if the customer is entitled to Pension Credit or, 

  PA, if the customer is not entitled. 

  

 

10042-10045 Back to Pension Credit section contents 

Reviews 
10046. An award is subject to a full review on the expiry of an Assessed Income Period (AIP) 
or, where no AIP is awarded, as a Periodic Case Review (PCR) every 3 years. 

10047. Following a full review, retain: 
  the new review form, 
  application and/or review forms that support the current decision and any decision made 

within the previous 14 months, and 

 all 

other 

supporting document/data relating to the current decision and any decision 

made within the previous 14 months 

This applies to both clerical and system maintained cases. 

Note: Where no new review form is produced (i.e. following an automated AIP Rapid Review) 
continue to retain the existing application and/or review forms and all other supporting 
document/data relating to it. 

10048. Destroy all the remaining documents/data, including any application and/or review 
forms that do not meet the retention criteria above, unless the case is marked or identified as 
not for destruction (see Exception categories in this section of the Guide for further details). 

10049. For the action to take on a Mortgage review, see Mortgage review in this section of 
the Guide. 

10050. When conducting a full review on an award: 

Step 

Action 

  

1 

Review the application in line with current procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 

 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file 

  not an exception, identify and retain: 

  the claim file, 

  the new review form, 

  application and/or review forms that support the current decision and 

any decision made within the previous 14 months, and 

 all 

other 

supporting documents/data relating to the current decision and 

any decision made within the previous 14 months 
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File ephemeral documents/data separately. 

5 

Destroy all other documents/data, including any application and/or review forms 
that do not meet the retention criteria above. 

6 

File the claim file as appropriate after the review. If entitlement has ended, see PA 
stage in this section of the Guide. 

  

 

Mortgage review 
10051. You should only carry out a mortgage review and/or home improvement loan review 
when the Mortgage Interest Direct (MID) anniversary date is reached. 

10052. When conducting a mortgage or home improvement loan review: 

Step 

Action 

  

1 

Review the mortgage or home improvement loan(s) in line with current procedures. 

2 

Note all new documents/data with the correct classification. 
 
Note: If you are retaining a document/data relating to a previous decision to 
support a subsequent decision, amend the date of decision. 

3 

If the case is: 
 an 

exception 

(see 

Exception categories in this section of the Guide), retain all 

supporting documents/data in the claim file or mortgage sub-file, whichever is 
appropriate.· 

  not an exception, retain the MI12(s) and any documents/data which support the 

current decision or any decisions made within the previous 14 months, 
including: 

 MI12R(s) 
  decision(s) made by the Decision Maker, and 
 other 

documents/data. 

4 

Destroy all remaining mortgage or home improvement loan documents/data. 

5 

File the claim file and/or sub-file as appropriate after the review. 

  

 

10053-10059 Back to Pension Credit section contents 
 

Application reaches PA stage 

Definition of PA 
10060. For Pension Credit purposes, cases are put away (PA) when: 
  there is no entitlement to Pension Credit at the outset, or 
  entitlement to Pension Credit ends. 
10061. Destroy PA'd cases 14 months after PA. This applies to both system and clerically 
maintained cases. There are some exceptions to this rule: see Exception categories in this 
section of the Guide for details. 

PA stage 
10062. When an application reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 
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File the case in PA, or archive on system. 

3 

Destroy all documents/data at the end of the retention period, including: 
  the claim file 
  any appropriate sub files, and 
  any index cards 

  

 

10063-10079 Back to Pension Credit section contents 

Exception categories 

Common exceptions 
10080. There are some exceptions to the Benefits DDR policy for Pension Credit. You must 
identify cases which are exceptions and mark them as Not for destruction. 

10081. The most common cases that you should identify as exceptions and mark as Not For 
Destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  recovery from estate cases 
  special payment cases 
  cases with a Criminal Cases Review Commission interest 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  Cases subject to a Regional Benefit Review 
  ICE – Independent Case Examiner cases 
10082. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are marked with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Cases identified as an exception 
10083. When a case is identified as an exception: 

Step 

Action 

  

1 

Access the appropriate system dialogue and input the details of the exception. 

2 

Note the claim file and any appropriate sub-files as Not for Destruction and add 
the reason for the exception. 
Note: In relation to the Pensions scanning solution, the security advisor has the 
ability to set and unset the data retention indicator. This replaces the clerical Do 
Not Destroy “sticker” procedure. 

3 

Retain the claim file in line with current procedures. 
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10084. When the reason for exception ceases: 

Step 

Action 

  

1 

Access the appropriate system dialogue and amend or remove the details of the 
exception. 

2 

If 
  this is the only reason for exception, remove the Not for destruction marking 

from: 

  the claim file, and 

  any appropriate sub-files. 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

File the documents in: 

  live if entitlement continues. 

  PA if entitlement has ended. 

4 

The claim file must be retained for 14 months from the date all reasons for 
exceptions have ceased. Note this date as the (new) PA date on the front of the 
claim file. 
Note: In relation to the Pensions scanning solution. Once the indicator is set, it 
pauses the retention clock./ This retention clock will resume its countdown once the 
retention indicator is unset by the security advisor. 
Retain the claim file in PA for destruction as described at Paragraph 10061. 

  

 

10085-10499 Back to Pension Credit section contents 
  

Benefits Document and Data Retention Guide 

State Pension - Including International Pension Centre 

11000. Document/data classification 
11020. Retention of documents/data 
11040. Claim received 
11060. Claim reaches PA stage 
11080. Exception categories 
  
Back to benefit specific contents 

Document/data classification 
11000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
11001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
11002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 

59 



 link to page 60  link to page 60  link to page 60  link to page 60  link to page 59  link to page 60  link to page 60  link to page 60  link to page 60 [bookmark: 60]  ephemeral. 

Supporting documents/data 
11003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms, and/or 
  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
11004. Classify any documents/data that do not fulfil the criteria for supporting as 
ephemeral, e.g.: 
 MF37, 

and 

 BF136. 

Reclassification of documents/data needed for checks 
11005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 

  note it with the date of the most recent decision, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents/data 
11006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

11007-11019 Back to State Pension section contents 

Retention of documents/data 

Retention of supporting documents/data 
11020. When you identify a document/data as supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 
  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, (e.g. change of post office 

notification) use the date when all action is complete (i.e. PA date). 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
11021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the claim file, in date and alphabetical 
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3 

Retain the document/data for one calendar month from the date when action is 
complete. 

Note: Scanned images are retained for 6 weeks in DRS. 

Note: MPs' Correspondence and Customer complaints. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents should be retained to refer back to, in order to avoid embarrassment 
and contradictory information being given. As it may be difficult to predict which 
contacts may be followed up at other levels, all MPs correspondence, Customer 
complaints and the Departments response should be retained for periods in 
line with those for supporting documents. 

4 

Destroy the document/data at the end of the retention period. 

  

 

11022-11039 Back to State Pension section contents 

Claim received 
11040. When you receive a claim to State Pension (SP), register and assess it in line with 
current procedures. 

After assessment 
11041. When all action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 
  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

3 

File the claim file: 
  in PA, or 

  in line with current procedures if the case is a Business Needs Exception 

(BNE) (see Business Needs Exceptions in this section of the Guide). 

  

 

Documents/data received following PA 
11042. When documents/data are received after the claim file is PA the new documents/data 
should be dealt with as described in paragraph 11041. It is not necessary to retrieve any 
existing claim file to store the new documents/data. 

NB: If it subsequently becomes necessary to retrieve documents/data it should be 
noted that more than one claim file may exist. 

11043. If you need to use a document/data from a previously PA claim file to support a new 
decision, the document/data must be retrieved and filed in the new claim file to prevent early 
destruction. 

11044-11059 Back to State Pension section contents 

Claim reaches PA stage 

Definition of PA 
11060. For SP purposes, claims are PA once all action is completed. The actual date of PA is 
the date that the Decision-maker (DM) decides that the claim has ended. 

11061. Destroy PA'd cases: 
  14 months after PA if they are system maintained, or 
  14 months after the customer's death if they are clerically maintained. 
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PA stage 
11062. When a claim reaches the PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

Note the date of PA 
  on the front of the claim file, and 

  in dialogue RP801 on the system. 

3 

File the claim in PA. 

4 

Destroy all documents/data at the end of the retention period, including: 

  the claim file 

  any appropriate sub-files, and 

  any index cards. 

  

 

11063-11079 Back to State Pension section contents 

Exception categories 

Common exceptions 
11080. There are some exceptions to the Benefits DDR policy for SP. You must identify 
cases which are exceptions and mark them as Not for destruction. 

11081. The most common cases that you should identify as exceptions and mark as Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  recovery from estate cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest, and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
11082. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are marked with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when: 

  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Case identified as an exception 
11083. When a case is identified as an exception: 

Step 

Action 
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Access dialogue RP801 and input the details of the exception. 

2 

Note the claim file and any appropriate sub-files Not for destruction and add the 
reason for exception. 
Note: In relation to the Pensions scanning solution. The security advisor has the 
ability to set and unset the data retention indicator. This replaces the clerical Do 
Not Destroy “sticker” process. 

3 

Retain the claim file in PA. 

  

 

Reason for exception ceases 
11084. When the reason for exception ceases: 

 

Step 

Action 

  

1 

Access dialogue RP801 and amend or remove the details of the exception. 

2 

If:  
  this is the only reason for exception, remove the Not for destruction marking 

from: 

  the claim file, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

The claim file must be retained for 14 months from the date all reasons for 
exceptions have ceased. Note this date as the (new) PA date on the front of the 
claim file. 
Note:  In relation to the Pensions scanning solution. Once the indicator is set, it 
pauses the retention clock. This retention clock will resume its countdown once the 
retention indicator is unset by the security advisor. 
Retain the claim file in PA for destruction as described at Paragraph 11061. 
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11085. In addition to those cases marked or identified as not for destruction, cases identified 
as Business Needs Exceptions (BNE) are also exceptions to the Benefits DR policy. These 
are: 
 Maxwell 

Cases. 

  other scheme cessation cases. 
11086. File and maintain BNE cases in line with current procedures. 

11087-11499 Back to State Pension section contents 
  
Benefits Document and Data Retention Guide 

Widow's Benefit and Bereavement Benefit (including 
Pensions and Overseas Directorate) 

12000. Document/data classification 
12020. Retention of documents/data 
12040. Claim received 
12060. Claim reaches PA stage 
12080. Exception categories 
12100. Documents/data received after destruction of claim file 
  
Back to benefit specific contents 

Document/data classification 
12000. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
12001. You must examine all clerical documents relating to a case as you action them, then 
classify and mark them under one of the following two categories: 
  supporting documents, or 
  ephemeral documents. 
Non-Clerical Data 
12002. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
12003. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. claim forms, and/or 
  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
12004. Classify any documents/data that do not fulfil the criteria for supporting as 
ephemeral, e.g. 
 MF37s. 

Reclassification of documents/data needed for checks 
12005. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it 
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  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents 
12006. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

12007-12019 Back to WB/BB section contents 

Retention of documents/data 

Retention of supporting documents/data 
12020. When you identify a document/data as supporting: 

Step 

Action 

  

1 

Note the document/data Supporting. 

2 

Note the document/data with the date of decision to which it relates. If it: 

  triggers a new outcome decision, use the date of the new decision 

  does not trigger a new outcome decision, use the date of the most recent 

decision. 

3 

File the document/data in the claim file. 

  

 

Retention of ephemeral documents/data 
12021. When you identify a document/data as ephemeral: 

Step 

Action 

  

1 

Note the document/data Ephemeral. 

2 

File the document/data separately from the claim file, in date and alphabetical 
order. 

3 

Retain the document/data for one calendar month from the date when action is 
complete. 
Note: MPs' Correspondence and Customer complaints. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer complaints and the Departments response 
should be retained for periods in line with those for supporting 
documents/data. 

4 

Destroy the document/data at the end of the retention period. 

  

 

12022-12039 Back to WB/BB section contents 

Claim received 
12040. When you receive a claim to Widow's Benefit (WB)/Bereavement Benefit (BB), 
register and assess it in line with current procedures. 

65 



 link to page 64  link to page 64  link to page 68  link to page 64  link to page 66  link to page 66  link to page 64  link to page 64  link to page 65  link to page 65  link to page 66  link to page 64  link to page 67  link to page 68  link to page 68 [bookmark: 66]After assessment 
12041. When all action is complete: 

Step 

Action 

  

1 

Note documents/data with the correct classification. 

2 

File: 

  supporting documents/data in the claim file 

  all other documents/data as ephemeral. 

3 

File the claim file: 
 in 

PA 

  in line with current procedures if the case is a Business Needs Exception 

(BNE) (see Business Needs Exceptions in this section of the Guide). 

  

 

Documents/data Received within 14 months of PA 
12042. When a new decision is needed on a case that has been PA for less than 14 months, 
file any documents/data supporting the new decision in the existing claim file (see After 
assessment in this section of the Guide). If no decision is made but the new document/data is 
classified as supporting (e.g. change of post office notification) it should be filed in the 
existing claim file. 

12043. If you are retaining a document/data relating to a previous decision to support the 
subsequent decision, amend the date of decision on the document/data (see Retention of 
supporting documents/data in this section of the Guide). 

Revived claim made within 14 months 
12044. If, exceptionally, a claim ends due to Living Together As Husband And Wife or Living 
together as if they are Civil Partners (LTAHAW/LTACP), and the claim is revived when 
LTAHAW/LTACP ends then: 
  retrieve any existing claim file 
  file all documents/data relevant to the latest claim in the retrieved claim file 
  follow the steps at After assessment in this section of the Guide. 
12045-12059 Back to WB/BB section contents 

Claim reaches PA stage 

Definition of PA 
12060. For WB/BB purposes, claims are PA once all action has been completed and benefit 
is in payment. The date of PA is the date when all action is completed. 

12061. Destroy PA'd cases: 
  14 months after PA if they are system maintained, or 
  14 months after the customer's death if they are clerically maintained. 
There are some exceptions to this rule: see Exception categories and Business Needs 
Exceptions in this section of the Guide for details. 

PA stage 
12062. When a claim reaches PA stage: 

Step 

Action 

  

1 

Complete all necessary action in line with current procedures. 

2 

Note the date of PA: 
  on the front of the claim file 
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3 

File the claim in PA. 

4 

Destroy all documents/data at the end of the retention period, including: 
  the claim file, and 
  any index cards. 

  

 

12063-12079 Back to WB/BB section contents 

Exception categories 

Common exceptions 
12080. There are some exceptions to the Benefits DDR policy for WB/BB. You must identify 
cases which are exceptions and note them as Not for destruction. 

12081. The most common cases you should identify as exceptions and note as Not for 
destruction are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
 civil 

proceedings 

cases 

  recovery from estate cases 
  special payment cases, and 
  cases with a Criminal Cases Review Commission interest, and 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
12082. The specialist area dealing with a case identified as an exception must make sure: 
  the claim file and any appropriate sub-file(s) are marked with: 

  Not for destruction, and 
 the 

reason for exception 

  any system indicator is set 
  the marking and system indicator are removed when all action is complete, or the 

specialist area no longer has an interest in the case. 

Case identified as an exception 
12083. When a case is identified as an exception: 

Step 

Action 

  

1 

Access dialogue RP801 and enter the details of the exception. 

2 

Note the claim file and any appropriate sub-files Not for destruction and add the 
reason for exception. 

3 

Retain the claim file in PA. 

  

 

Reason for exception ceases 
12084. When the reason for exception ceases: 

Step 

Action 
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Access dialogue RP801 and amend or remove the details of the exception. 

2 

If: 

  this is the only reason for exception, remove the Not for destruction notation 

from: 

  the claim file, and 

  any appropriate sub-files 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

The claim file must be retained for 14 months from the date all reasons for 
exceptions cease. Note this date as the (new) PA date on the front of the claim file. 
 
Retain the claim file in PA for destruction as described in Paragraph 12061. 

  

 

Business Needs Exceptions 
12085. In addition to those cases marked or identified as not for destruction, cases identified 
as Business Needs Exceptions (BNE) are also exceptions to the Benefits DDR policy. These 
are widowers' claims received before the introduction of Bereavement Benefit in April 2001 
(see Bereavement Bulletin 18/05), and Widower's claims received after 09/04/01 but which 
specifically relate to the Widows Benefit Scheme. 

12086. File and maintain BNE cases in line with current procedures. 

12087-12099 Back to WB/BB section contents 

Documents/data received after destruction of claim file 
12100. When you receive documents/data after destruction of the claim file or index card: 

Step 

Action 

  

1 

Classify and note the documents/data as: 

  supporting, or 

  ephemeral. 

2 

Note supporting documents/data with the date of decision to which they relate and 
file them in a new claim file. 

3 

PA the new claim file when all action is complete and destroy it on the later date of 
the following: 
  14 months after PA if they are system maintained or 

  14 months after death if they are clerically maintained. 

4 

File ephemeral documents/data in date and alphabetical order. 

5 

Retain ephemeral documents/data for one calendar month from the date when 
action is complete. 

  

 

12101-12499 Back to WB/BB section contents 
  

Benefits Document and Data Retention Guide 

Winter Fuel 

13500. Document/data classification 
13520. Retention of documents/data 
13540. Claim received 
13560. Claim reaches PA stage 
13580. Exception categories 
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Document/data classification 
13500. The Benefits Document and Data Retention (Benefits DDR) policies apply to most 
cases, clerical documents, and any data held that is NOT in paper format, e.g. system data, 
scanned images, recorded telephone calls etc. Exceptions to the Benefits DDR policy are 
outlined in Exception categories in this section of the Guide. 

Clerical documents 
13501. You must examine all clerical documents relating to a case as you action them, 
then classify and mark them under one of the following two categories: 
  supporting documents or, 
  ephemeral documents 
Non-Clerical Data 
13502. You must examine all non-clerical data e.g. system, scanned images, telephone 
recordings etc relating to a case as you action them, then classify and note them under one 
of the following two categories: 
  supporting, or 
  ephemeral. 

Supporting documents/data 
13503. Supporting documents/data are those which support the current decision and: 
  contain information on which a decision was based, e.g. application/claim forms and 

review requests, appeals results, and/or 

  determine the amount, destination or place of payment, e.g. change of post office or 

address notifications or change of bank details. 

Documents/data required for security and accuracy checks are also classified as supporting. 

Ephemeral documents/data 
13504. Classify any documents/data that do not fulfil the criteria for supporting as ephemeral 
e.g. 
 compliments 

slips 

 general 

correspondence. 

  reclassification of documents/data needed for checks 
13505. When a document/data previously classified as ephemeral is needed for a check: 
 reclassify 

it, 

  note it with the most recent application number, and 
  retain it as a supporting document/data, unless your procedural guidance has specific 

retention periods. 

Potentially Violent Persons documents 
13506. The procedures in this Guide do not affect the way Potentially Violent Persons (PVP) 
documents/data is managed. Continue to follow current procedures in The Department and 
You, see attached link; Retention of PV Documents  

Note: It is important that records, both clerical and system are adequately marked and 
maintained, to notify staff accessing them of any potential to violent or inappropriate 
behaviour. 

13507-13519 Back to Winter Fuel section contents 

Retention of Documents/data 

Retention of supporting documents/data 
13520. When you identify a document/data as supporting: 

Step 

Action 

  

69 



 link to page 69  link to page 69  link to page 69  link to page 69  link to page 68  link to page 69  link to page 69  link to page 69  link to page 68 [bookmark: 70]1 

Note the document/data Supporting. 

2 

Note the document./data with the application number to which it relates 

3 

File the document and data on the system. 

  

 

Retention of ephemeral documents/data 
13521. When you identify a document/data as ephemeral 

Step 

Action 

  

1 

Note the document/data Ephemeral 

2 

File the document/data, in date and alphabetical order. 

3 

Retain the document/data for one calendar month from the date when the action is 
complete. 
 
Note: MPs Correspondence and Customer complaints. As the initial contact may 
be followed up at other levels e.g. Customer representatives, Ministers etc, 
documents/data should be retained to refer back to, in order to avoid 
embarrassment and contradictory information being given. As it may be difficult to 
predict which contacts may be followed up at other levels, all MPs 
correspondence, Customer complaints and the Departments response 
should be retained for periods in line with those for Supporting 
documents/data. 

4 

Destroy the document/data at the end of the retention period 

 

 

13522-13539 Back to Winter Fuel section contents 

Claim received 
13540. When you receive a Winter Fuel claim form, you should process the claim in line with 
current procedures. 

After decision made 
13541. When the claim has been processed: 

Step 

Action 

  

1 

Note documents/data with the correct classification 

2 

File: 
  supporting documents for EEA claims in the rackline wallet,  

  supporting documents for UK and NISSA claims should be sent for remote 

storage. 

  all other documents/data as ephemeral 

3 

The file can then be filed away in line with current procedures. 

  

 

13542-13559 Back to Winter Fuel section contents 

Claim reaches PA stage 

Definition of PA 
13560. For Winter Fuel Purposes, claims are put away (PA) when: 
  the customer is deceased, or 
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 link to page 71  link to page 68 [bookmark: 71]  the customer advises they no longer wish to receive their winter fuel payment, or 
  the customer has claimed a benefit, therefore all subsequent payments will be made by 

the Feeder Benefit System 

13561. Destroy PA'd applications 14 months after the end of the financial year in which the 
claim was PA. It is assumed customers will have entitlement to a Feeder Benefit when they 
are 80 years of age. Applications should be destroyed 14 months after the end of the tax year 
in which they become 80.  

(e.g. applicants for 2009/10 will have attained age 60 by 5/4/2010. They will therefore be 80 
years of age by 5/4/2030. Documents should be destroyed 5/6/31.) 

There are some exceptions to this rule: see Exception categories in this section of the Guide 
for details. 

PA stage 
13562. When a claim reaches the PA stage: 

Step 

Action 

  

1 

File the claim in line with local procedures, until the end of the retention period. 

2 

At the end of the retention period, destroy all papers, and data held in respect of 
the claim. 

  

 

13563-13579 Back to Winter Fuel section contents 

Exception categories 

Common exceptions 
13580. There are some exceptions to the Benefits DDR policy for WF. You must identify 
cases which are exceptions and mark them as Not for destruction (NFD). 

Some of the common cases that should be marked as NFD are: 
 fraud 

cases 

 overpayment 

cases 

  cases awaiting appeals or reconsideration 
  Parliamentary Health and Services Ombudsman (PHSO) cases (previously - Parliamentary Commissioner for 

Administration (PCA) cases) 

  ICE – Independent Case Examiner cases 
13581. The specialist area dealing with a case identified as an exception must make sure: 

The claim file and any appropriate sub-file(s) are noted with: 
  Not for destruction, 
 the 

reason for exception, and 

  any system indicator is set 
The notation and system indicator are removed when: 
  all action is complete, or 
  the specialist area no longer has an interest in the case. 

Case identified as an exception 
13582. When a case is identified as an exception: 

Step 

Action 

  

1 

Access Dialogue WI325 screen 325 and input details of the exception 

2 

Note the rackline wallet, and the system, as Not for Destruction and add the 
reason for the exception. 
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Retain the rackline wallet in line with current procedures. 

  

 

Reason for exception ceases 
13583. When the reason for exception ceases: 

Step 

Action 

  

1 

Access dialogue WI325 screen 325 and amend or remove the details of the 
exception 

2 

If: 
  this is the only reason for the exception, remove the Not for Destruction 

notation from the file, and the system. 

  a further exception still applies, delete only the exception category that no 

longer applies. 

3 

If the Winter Fuel claim continues retain the file line with current procedures. 

4 

If the Winter Fuel claim has reached the PA stage the file and the system data must 
be retained for 14 months after the end of the financial year in which either: 
  all exceptions ceased, or 

  the claim was PA’d, whichever is later. 

  

 

Business Needs Exceptions 
13584. In addition to those cases noted or identified as not for destruction, cases identified as 
Business Needs Exceptions (BNE) are also exceptions to the Benefits DDR policy. These 
are: 
  Claims for the winter of 2000/01, scrutinised but rejected as not being Ashby Look Alike 

Cases.  

  The Ashby cases have to be retained for the 6 years before going PA, in accordance 

with Policy guidance.  

13585. File and maintain BNE cases in line with current procedures. 

13586-13999 Back to Winter Fuel section contents 
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