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Debt Management Procedural Guidance  

Direct Earnings Attachment Guidance – 1 August 2016 

Background 

1. The Welfare Reform Act 2012 allows DWP Debt Management to ask employers to 
make deductions directly from a customer’s earnings – this is known as a Direct 
Earnings Attachment (DEA). 

2. Debt Management has introduced a Revised Off Benefit Process (ROBP) which 
allows DEAs to be utilised as another tool available for the recovery of outstanding 
customer debts for customers who are not currently in receipt of benefit. The process 
is now business as usual (BAU). 

3. The process also allows for a much speedier referral to Private Sector Suppliers 
(PSS) in cases where all other recovery options have been exhausted than was 
possible before the introduction of DEAs. 

4. The overall aim of the DWP is to continue to support customers to manage their 
debt effectively by accepting payment in full or negotiating a sustainable voluntary 
repayment plan. 

5. It is important that Advisers are aware that a DEA is not the first option to consider 
during negotiation. The policy intent for Debt Management is to negotiate a voluntary 
repayment plan that the customer can sustain. 

6. DEAs provide the opportunity for Debt Management to seek recovery of overpaid 
benefits and Social Fund loans from an employee’s earnings. Employers implement 
mandatory deductions at source to repay DWP debts. 

7. A DEA is only applied in cases where customers are no longer in receipt of benefit 
and efforts to seek a voluntary arrangement to repay have not been successful. DWP 
does not need to apply to the courts for a DEA. 

8. If a customer is in employment (and employer details are available through a data 
match with HMRC or details obtained directly from the customer), Debt Management 
liaises with the employer to make debt deductions.  

9. Certain exclusions apply, including: 

  customers who are self-employed  
  customers with weekly net earnings under £100 or monthly net earnings under £430 

for debts where the customer has not been prosecuted  

  some members of the armed forces  
  Micro-employers (whilst there is no obligation on employers, they may implement a 

DEA if both the customer and employer agree) which are defined as:  
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o  Any employer that had fewer than 10 Full Time Equivalent (FTE) employees 

before 08 April 2013 and continues to have few than 10 FTE employees 

If an employer grows to 10 or more FTE employees, they are no longer 
exempt 

Any employer after 08 April 2014 is not exempt, no matter the number of FTE 
employees. 

10. The basic provisions of a DEA are that: 

  there is no requirement to seek an Attachment of Earnings order via the Civil Court  
  employers may charge a fee to the customer of £1.00 for each deduction made from 

earnings  

  if the customer has a Mistake overpayment, an unsuccessfully/non-prosecuted Fraud 

overpayment or Social Fund loan deductions are made from the customer’s salary on 
a sliding scale from 3% to 20% of their net earnings if their earnings are over £100 a 
week  

  if the customer has a successfully prosecuted Fraud overpayment, deductions are 

made from the customer’s salary on a sliding scale from 5% to 40% regardless of 
their earnings. 

Inclusions in DEA Case Selection 

11. For a customer to be considered for DEA action the following conditions should 
be met: 

  the VRA amount to pursue must be greater than £25.00  
  the customer must not be in receipt of a benefit (including State Pension)  
  the customer must be aged over 16  
  the debt must be recoverable  
  there is no active repayment plan in place  
  the correspondent type is Customer on Debt Manager not appointee, power of 

attorney etc.  

  the customer is not living abroad  
  the debt is not currently held with the Northern Ireland Social Security Agency 

(NISSA)  

  the debt is not held with International Benefit Debt Management (IBDM)  
  the accounts are not currently being progressed within the Civil Litigation or Scottish 

Civil Proceedings process  

  the accounts are not already with a Private Sector Supplier (PSS)  
  the customer is not insolvent. 

12. The following debt types are not suitable for DEA action: 

  Housing Benefit overpayments (HBPOST)  
  Integrated Loan Scheme (ILS)  
  Affordable Credit Deductions Scheme (ACDS) also known as Eligible Loan 

Deduction Scheme (ELDS)  
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  Universal Credit Recoverable Hardship Payment (UCRHP)  
  Universal Credit Recoverable Hardship Payment Joint Customers (UCRHPJ).  

Virtual Network (VN) Roles and Responsibilities 

13. For cases that have met the criteria for DEA, Advisers deal with customer and 
employer related activity including: 

  all inbound telephony  
  all business as usual processes including change of circumstances and setting 

instalment plans/taking payments from customers  

  all hardship cases  
  consideration of customer and employer refunds  
  outbound telephony campaigns to the customer in order to obtain full repayment or 

negotiate a sustainable voluntary repayment plan  

  issue of clerical notifications to the customer and employer that are not currently 

system generated.  

How DEA Works – A Brief Employer Overview 

14. The DWP contacts the employer to implement DEA deductions for an employee. 
They are not advised of the reasons for the overpayment or the classification. The 
employer should: 

  tell their employee that the money will be deducted from their pay  
  work out how much to deduct from the employee’s pay  
  take the money from their employee’s pay  
  pay the money to the DWP no later than the 19th day of the following month after 

deduction from payroll  

  continue to make employee deductions and payments to DWP until the debt has been 

repaid or DWP tells them to stop. 

15. To calculate the deductions from their employee’s pay employers have to: 

  work out the employee’s net earnings after tax, National Insurance and superannuated 

pension contributions  

  check if the employee has other debt orders and if they take priority over DEAs  
  use the following percentage rates to work out the deduction to take from the 

employee’s net pay where we instruct them to take Standard rate deductions 

Employee paid weekly  Employee paid monthly  Deductions from 

earnings 

Up to £100 

Up to £430 

Nothing to deduct 

Between £100.01 and 

Between £430.01 and 

3% 

£160 

£690 

Between £160.01 and 

Between £690.01 and 

5% 

£220 

£950 

Between £220.01 and 

Between £950.01 and 

7% 
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£270 

£1160 

Between £270.01 and 

Between £1160.01 and 

11% 

£375 

£1615 

Between £375.01 and 

Between £1615.01 and 

15% 

£520 

£2240 

£520.01 or more 

£2240.01 or more 

20% 

• use the following percentage rates to work out the deduction to take from the 
employee’s net pay where we instruct them to take Higher rate deductions. 

Employee paid weekly  Employee paid monthly  Deductions from 

earnings 

Up to £100 

Up to £430 

5% 

Between £100.01 and 

Between £430.01 and £690  6% 

£160 

Between £160.01 and 

Between £690.01 and £950  10% 

£220 

Between £220.01 and 

Between £950.01 and 

14% 

£270 

£1160 

Between £270.01 and 

Between £1160.01 and 

22% 

£375 

£1615 

Between £375.01 and 

Between £1615.01 and 

30% 

£520 

£2240 

£520.01 or more 

£2240.01 or more 

40% 

16. If the total of all deductions is more than 40% of the employee’s net earnings, the 
DEA must be adjusted.  

17. A repayment calculator has been devised to help you calculate the rate to use 
when negotiating with the customer.  

Protected Earnings and Child Maintenance Group (CMG) 
Deductions 

18. The maximum deduction amount for DEA is currently 40% of net earnings. The 
protected earnings amount is 60% of net earnings which means that if there are other 
deductions in place (for example Child Maintenance or Council Tax) then the total 
deduction cannot exceed 40% of the customer’s net earnings.  

19. Where it is established that the customer has an existing CMG deduction in place, 
this should be taken into consideration when calculating the rate of any instalment 
plan.  

DEA Notifications 
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20. The following notifications are used to notify the customer and employer of their 
responsibilities: 

  LBA - Letter Before Action  
  DEA1 - initial notification to employer (please note that DEA1 notifications are no 

longer issued to employers, instead going straight to a DEA2. However, Advisers may 
still see references to DEA1s in older cases)  

  DEA2 – letter to employer to implement DEA  
  DEA3 - letter to customer – DEA implemented  
  DEA4 – letter to employer – DEA payment not received  
  DEA5 – letter to employer to cancel DEA  
  DEA6 - letter to customer – DEA cancelled – balance paid in full  
  DEA7 – letter to customer – DEA cancelled – outstanding balance  
  DEAH1 – letter to customer - hardship claimed – not accepted  
  DEAH2 – letter to customer – hardship accepted  
  DEAH3 – letter to employer – new Fixed Rate following hardship  
  DNC1 – letter to employer – No Employer Contact  
  DNC2 – letter to customer – No Employer Contact  
  DNC3 – letter to employer – Final Notice.  

Letter Before Action (LBA) Process 

21. A single notification called the LBA is issued to a customer requesting repayment 
of their outstanding debt. This notification makes it clear that if voluntary 
arrangements are not made within 21 days following the issue of the LBA, subsequent 
action will be taken immediately. No reminder letters are issued; instead, the debt is 
routed to the point at which it can be considered for potential DEA action, transfer to 
PSS or to attempt alternative debt recovery treatment.  

22. The LBA notification is issued automatically by Debt Management on accounts 
which meet the criteria for a potential DEA. This notification has replaced the C2 
notification issued in the existing off benefit process. If an account does not meet the 
potential DEA criteria then it proceeds along the existing off benefit recovery route 
with a C2 notification being issued. 

23. The intention of the LBA notification is to encourage contact from the customer 
with the aim of agreeing a sustainable off benefit repayment plan. 

24. Following the issue of the LBA notification, Debt Management allows the 
customer 21 days to make contact before the case is considered for potential DEA 
action. 

25. During this period Debt Management also contacts HMRC via an interface to 
ascertain whether they hold any employment details for the customer. If so, this is 
automatically populated in the VRA under Names Details, Additional Details, Panels 
27 or 28. 
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Customer Contact following Issue of LBA Notification 

Negotiate Voluntary Repayment During 21 Day Period 

26. Where contact is made with the customer within the 21 day period following issue 
of the LBA notification, the Adviser should make every effort to negotiate in order to 
achieve a full settlement, or negotiate and agree a sustainable, mutually acceptable, 
voluntary repayment plan. RNF guidance should be followed, with all negotiations 
and decisions made by the Adviser. 

27. Where you have established that the customer is in employment, a good starting 
point for negotiation is that repayment should commence at a figure in line with that 
which may be deducted from their income should the DEA be implemented if 
settlement cannot be made in full. Therefore, Advisers should attempt to gather details 
of the individual’s net earnings and employer information. 

28. A DEA repayment calculator has been developed as an aide to negotiating a 
payment plan for potential DEA cases. It calculates the DEA deduction rate that 
would apply from their wage, assuming the customer has no other applicable 
deductions in place (for example child maintenance or Council Tax). 

29. If the customer is unable or unwilling to provide information on their net earnings, 
the Adviser should provide the customer with DEA repayment amounts from the 
calculator in an attempt to establish a starting point for negotiation. For example, if 
the debtor’s net earnings are £1000 per calendar month, a DEA deduction would be 
£70 per month. 

30. The calculator should only be used as a guide to aid negotiations, as there may be 
occasions where the amount of the DEA does not reflect the full wage. For example, a 
customer may have other orders already deducted from their wage which reduce the 
amount of the DEA (this information should come to light during robust negotiation). 
The customer must always be able to keep 60% of their net income. 

31. If the customer states that their net earnings are £100 per week or less (£430 per 
month or less) and we are recovering a Mistake overpayment, an unsuccessfully/non-
prosecuted Fraud overpayment or Social Fund loan, then a DEA cannot be applied. In 
this circumstance, the Adviser should attempt to negotiate repayment by instalments 
at a mutually acceptable rate. 

32. If the customer has a successfully prosecuted Fraud overpayment, which is being 
recovered, a DEA can be applied regardless of the amount of earnings. 

33. As part of agreeing a mutually acceptable, sustainable instalment plan, it is vital 
that the Adviser informs the customer of the importance of maintaining their 
payments.  

34. If the customer fails to make a payment by the due date, they risk having the DEA 
imposed. Therefore, Advisers should always advise the customer that if they are 
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unable to make a payment, they must contact Debt Management to discuss the 
problem as soon as possible. 

35. If the customer states that they are not in employment, or refuses to provide 
employer details, the Adviser should check for any benefit in payment. Where benefit 
is in payment, follow the business as usual (BAU) on benefit process. Where benefit 
is not in payment, advise the customer that they are required to negotiate voluntary 
repayment of the debt. 

36. If a rate of recovery is agreed, the Adviser should set an appropriate off benefit 
instalment plan following BAU processes  

37. If the customer states that they are self-employed, this information must be 
captured by updating the Contact History, as the self-employed are exempt from the 
DEA process.  

38. If a voluntary plan cannot be negotiated, action may be taken to pursue recovery 
through the courts or PSS. 

Customer Refuses to Pay following Issue of LBA 
Notification 

39. Should the customer respond to the LBA letter within the 21 day period stating 
that they refuse to pay, VN Advisers/Administrators should remind customers that if a 
satisfactory voluntary arrangement cannot be agreed then we will attempt to recover 
the debt by other means including DEA where the customer is in employment, or 
through the courts/PSS if not. 

40. The Adviser should note the Contact History and take the choice Customer 
Refuses to Pay. This progresses the case forward to the next stage of recovery 
without the need to wait 21 days. 

41. Where no employer information is held, Debt Management carries out a further 
check to ascertain whether the case is suitable for referral to PSS. If it is, the case 
routes to the EI strategy; if it is not, the case enters the Pre-Enforcement strategy. 

No Customer Contact/Refuse to Pay 

42. Once the 21 day period has lapsed and there has been no contact by the customer 
and/or they have failed to agree to a voluntary repayment plan or have defaulted on a 
voluntary repayment plan, a DEA2 will be issued to the employer details obtained 
from HMRC. 

43. Where partial employer details are held, the case presents in WQ99 at the MD 
point Select Employer. See the select employer section of this guidance for more 
information. 
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44. Where no employer information is held, Debt Management carries out a further 
check to ascertain whether the case is suitable for referral to PSS. If it is, the case 
routes to the EI strategy; if it is not, the case enters the Pre-Enforcement strategy. 

Setting a Voluntary Plan after DEA Case Select and 
Payment Not Received 

45. Debt Manager will issue a DEA2/3 for accounts that meet the inclusion criteria 
and obtain a successful employer match from HMRC or where employer details are 
supplied by the customer. The DEA2 instructs the employer to set deductions at either 
the Standard or Higher rates. Following the issue of the DEA2, the VRA enters 
payment monitoring where it waits for a payment to be received from the employer. 

46. Where there is contact from the customer following the issue of the DEA2 
notification and a DEA payment has not been received, the Adviser should check the 
Contact History to see if the customer has contacted Debt Management previously to 
set up a voluntary plan. 

Previous Voluntary Plan Failed 

47. Where the customer has called previously to set a voluntary plan and cancel a 
DEA but this voluntary plan failed the Adviser should advise the customer we cannot 
negotiate a new voluntary plan and the DEA will remain in place. Hardship can still 
be claimed, but must be taken from the DEA. 

No Previous Voluntary Plan Failed 

48. If this is the first time the customer has contacted Debt Management to set up a 
voluntary plan and cancel a DEA, a Recovery Agent can still make every effort to 
negotiate in order to achieve a full settlement or a mutually acceptable, sustainable 
repayment plan. 

Check if DEA Payments Received 

49. Recovery Advisers can check the Contact History for the DEA case select date 
and then check the Transactions screen to ensure that a payment has not been received 
since that date. 

50. To do this, follow these steps. 

Step 

Action 

1 

Access customer account 

2 

Access VRA 

3 

Select Contact History radio button 

4 

Using the dropdown list, change the Category to All and select Find 

5 

Scroll down to find the relevant entry as shown below 
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6 

Select the Transactions radio button 

7 

Check that no transactions have been received since this date 

51. If the customer queries why the case has got to this stage explain to them that they 
have already been given opportunities to arrange a voluntary repayment and this is 
why we have moved to the next step of the process – to set up a DEA with their 
employer. Record any reasons for non-contact by updating the Contact History. 

52. Advise the customer that, as we have not yet received our first payment, we can, 
on this occasion, consider a voluntary repayment. 

53. Although we will cancel the DEA the customer should be advised that the 
employer may have already made deductions from their salary and more payments 
may be taken at the current rate (although not necessarily so). If this is the case, we 
cannot refund this payment as we have not received any payment on to Debt 
Manager. The Contact History should be noted that this has been done to avoid 
unnecessary call backs if a deduction from salary is subsequently received.  

54. Explain to the customer that if the agreed plan breaks down, we will contact the 
employer again to pursue recovery of the debt. 

55. The Adviser should follow the standard robust negotiations process in order to 
achieve a full settlement or a mutually acceptable, sustainable repayment plan (see 
Negotiate Voluntary Repayment for guidance). 

56. The date for the first payment should take account of the possibility that a DEA 
payment may have been deducted from the customer’s salary and, therefore, should 
be set for at least one month in advance. 

57. If a rate of recovery is agreed, the Adviser should set an appropriate off benefit 
instalment plan and take the choice End DEA Plan Set which issues the DEA 5 and 
DEA 7 notifications and moves the case to Monitor Plan in the XTP strategy. 

58. It is important that agents take the correct action when setting plans following the 
LBA and take the Plan Set choice. Once the DEA2/3 has been issued it is essential 
that the End DEA Plan Set choice is taken. If any error in plan setting occurs and the 
case returns to DEA, no further LBA is issued and a DEA2/3 will risk being sent.  

Setting a Voluntary Plan following DEA Request to 
Employer and Payment Received 

59. Where there is contact from the customer following the issue of a DEA2 
notification and a DEA payment has been received from the employer, the Adviser 
should advise the customer that as a payment has been received we cannot negotiate a 
voluntary plan and the DEA will remain in place. Hardship can still be claimed, but 
must be taken from the DEA. 
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60. Following receipt of a DEA payment, only in cases where we have failed to act on 
an agreement to set a voluntary plan or the customer has provided a compelling 
reason for why they have not contacted us earlier should we now agree a voluntary 
repayment. This is at the Adviser’s discretion in consultation with their Team Leader. 

61. Take the following action. 

Step 

Action 

1 

Access customer account 

2 

Access VRA 

3 

Select Contact History radio button 

4 

Using the dropdown list, change the Category to All and select Find 

5 

Scroll down to find the relevant entry as shown below 

 

6 

Select the Transactions radio button 

7 

Check for any transactions that have been received since this date 

62. The Adviser should explain to the customer that the employer may have made a 
further deduction from their salary, and if this is the case, we will not refund this 
payment. The Contact History should be noted that this has been done to avoid 
unnecessary call backs if a deduction from salary is subsequently received.  

63. Explain to the customer that if the agreed plan breaks down, we will contact the 
employer again to pursue recovery of the debt. 

64. The Adviser should follow the standard robust negotiations process in order to 
achieve a full settlement or a mutually acceptable, sustainable repayment plan (see 
Negotiate Voluntary Repayment for guidance). 

65. The date for the first payment should take account of the possibility that a further 
DEA payment may have been deducted from the customer’s salary and, therefore, 
should be set for at least one month in advance. 

66. It is important that this conversation including (if this is the case) the reasons for 
allowing the customer to pay by voluntary plan, are recorded in the Contact History. 

67. If reasons for allowing a voluntary plan are accepted and a rate of recovery 
agreed, the Adviser should: 

  set an appropriate off benefit instalment plan  
  take the choice End DEA Plan Set which issues the DEA 5 and DEA 7 notifications 

and moves the case to Monitor Plan in the XTP strategy.  

68. Once the DEA2/3 has been issued it is essential that the End DEA Plan Set choice 
is taken. If any error in plan setting occurs and the case returns to DEA no further 
LBA is issued and a DEA2/3 will risk being sent.  
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69. If you do not accept the customer’s explanation, any change to the terms of the 
DEA should be considered under hardship. 

Hardship 

70. When considering a claim to hardship, all customers should be treated in the same 
way regardless of whether or not a DEA is in place. Although the DEA Repayment 
Calculator should be used to initially ascertain a starting amount for repayment, if 
hardship is being considered then RNF guidance should be followed, with all 
negotiations and decisions made by the Adviser. 

71. Credit Reference Agency (CRA) Data (wherever possible) should also still be 
used to aide in initial negotiations. 

72. If the customer has a fraud/potential prosecution debt in the VRA and makes 
contact to negotiate a reduced repayment rate, the Adviser can only enter into RNF 
discussions with the customer where the set criteria is met. 

73. Any subsequent requests for hardship during the review period should only be 
considered in exceptional circumstances. Any additional claims for hardship can be 
considered once the review date is reached as per current processes. 

74. A DEA Repayment Calculator has been developed as an aide to negotiating a 
payment plan for potential DEA cases. The information can be used as a guide when 
negotiating a DEA hardship payment amount. 

75. The calculator should only be used as a guide to aid negotiations, as there may be 
occasions where the amount of the DEA does not reflect the full wage. For example, a 
customer may have other orders already deducted from their wage which reduce the 
amount of the DEA (this information should come to light during robust negotiation). 
The customer must always be able to keep 60% of their net income. 

76. If hardship is accepted, a DEA is in place but no payment is received from the 
employer, the Adviser must take action as per Setting a Voluntary Plan after DEA 
Case Select and Payment not Received.guidance. 

77. If, however, hardship is accepted, a DEA is in place but a payment has been 
received from the employer, the customer should be advised that the employer may 
have already made deductions from their salary and more payments may be taken at 
the current rate: 

  record the decision in the Contact History (including rate of deduction agreed)  
  issue a clerical DEAH2/3 using the DEA Letter Generator  
  take the choice DEA: Hardship Agreed. 

78. Debt Manager will issue a DEA Hardship review letter after six months to the 
customer. If no reply is received, Debt Manager issues a further notification to the 
employer to advise to resume the usual rate of recovery. 
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79. If, following negotiations, it is deemed that hardship is not applicable take the 
choice Hardship Declined. This will issue a DEAH1 to the customer to explain that 
their hardship request has been declined and the DEA will continue as usual. 

Hardship Action to take upon Review 

80. When Advisers are presented with a DEA Hardship review case they work the 
case as if it is a new application for DEA Hardship. 

81. If the review is conducted and DEA deductions are to remain at a reduced rate, 
following RNF discussion, and the Fraud Criteria is met, Advisers need to take the 
DEA: Hardship Agreed choice which automatically sets a new six month review. 

82. If it is determined during customer contact that the current DEA reduction are no 
longer valid, action should be taken to increase the DEA deductions by taking the 
Hardship Declined choice. 

83. This choice issues the DEAH1 letter to the customer to explain the hardship 
request has been declined, and notification is in turn sent to the employer to amend 
DEA deductions to the maximum allowed. 

Voluntary Plan Set; Issuing a Blank Direct Debit Mandate 

84. A Direct Debit (DD) plan cannot be set over the phone if the bank account from 
which payment is to be taken does not belong to the customer i.e. payment is being 
made from a partner’s account. 

85. In this circumstance, a blank mandate must be issued to the customer as detailed 
below.  

86. Complete Panel 20 as follows to ensure the blank DD Mandate is issued to the 
customer. 

Step 

Action 

1 

Access VRA 

2 

Select the Names Details radio button 

3 

Select the Additional Details tab 

4 

Select Panel 20 – Arrangement Details 

5 

Select Display then Change 

6 

Enter the amount the customer has agreed to pay in the Agreed 
Repayment Amt field 

7 

Select Save and Yes to confirm 

87. If Advisers wish to issue a DD Mandate, the Recvry Methd of Pymt field in Panel 
21 needs to be changed to BLA Blank Mandate otherwise the DD Mandate is not 
issued. 
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88. In order for the blank mandate to be issued it is also necessary to set up a P3 
instalment plan pending the receipt of the completed mandate form from the customer 
(Instalment Plans P3 – Off Benefit Fixed Plan by Non-Direct Debit) putting a future 
date in the First due date field. 

89. Make a diary entry as follows. 

Step 

Action 

1 

Select the Diary icon and input the following 

2 

Category: MEM 

3 

Diary description: Direct Debit Mandate Issued 

4 

Comments: Customer offered to repay £xx.xx per month (user 
initials) 

5 

Select Save and Yes to confirm 

6 

Select Cancel 

90. The Adviser should take the choice Issue Direct Debit Mandate. 

Customer in Receipt of Benefit 

91. If the customer is in receipt of a Legacy benefit, follow the Customer on Benefit 
Guidance  

92. If the customer is in receipt of Universal Credit Full Service follow this guide or  
this guide for UC Live Service. 

Customer Elects to Repay by DEA (known as Elective 
DEA) 

93. When a customer contacts us and asks for an Elective DEA, the Adviser must 
always offer and explore other methods of repayment first. This is because the 
preferred and most cost effective means of recovery is always a single repayment or 
voluntary plan, and so, in all cases the Adviser should try to obtain payment in this 
way. 

94. If the customer still wishes to have an elective DEA, they must be made aware: 

  of the rate of recovery (using the DEA calculator) that is applicable to their level of 

net earnings  

  that this rate of recovery could fluctuate based on their net earnings  
  that the employer may make an administration charge of up to £1 for each payment 

they deduct and send to us  

  that once the DEA action has started only in specific circumstances can it be removed. 

95. If the customer is happy to continue with an Elective DEA the Adviser must take 
the Action Note ELE.  
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96. If a customer elects to repay by DEA they cannot claim hardship at the same time. 
They are to be advised that if they want to pay a certain amount at the outset they 
must set up a voluntary plan, preferably by Direct Debit.  

97. If the customer still insists on a DEA, they must accept it at the rate the employer 
calculates when the DEA is implemented; hardship will only be considered in very 
limited circumstances. If a customer wishes to be considered for hardship then an 
Elective DEA is not the most appropriate means of recovery and a voluntary 
arrangement should be implemented. 

Disputed Overpayment Decisions 

98. If a customer wishes to dispute the overpayment decision, normal ODCA 
processes apply with the customer (in the case of telephone contact) or the post being 
directed to the original benefit paying office.  

99. Once a valid dispute has been received by the benefit paying office, they notify 
CC Porth who takes necessary dispute action on Debt Manager as per ODCA 
procedures.  

Debit Card Payments from Employers 

100. The payment should be taken in the same way as payments from customers, with 
the Contact History being noted. Card payments can only be made for one individual 
at a time using the customer’s National Insurance number for our reference. 

101. If an employer wishes to make payment for more than one employee during a 
single phone call they must make a separate payment for each one, again quoting the 
relevant National Insurance number for each individual customer.  

Post Returned DLO 

102. If a notification is returned DLO, the action required depends upon which 
notification has been returned. 

103. If an LBA is returned, and there is a new address in CIS, Advisers simply update 
the address in Debt Management to the new address, update the contact history and 
take no further action. There is no requirement to reissue the LBA notification. 

104. If an LBA is returned, and there is no new address in CIS, Advisers do not take 
any action at all. A diary entry stating the LBA has been returned is sufficient. You 
should not change the address to DLO. 

105. The case should then be left to progress through DEA as normal.  

106. If a DEA3 is returned, update the customer address details where possible. If 
payments are being received from an employer, take no action. If no payments are 
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being received, take the choice Reissue DEA2/3. If no new address information is 
available, the current address should not be changed. 

107. Where a DEA6 or DEA7 is received, update the customer address where 
possible. If no new address is available, the current address should not be changed. 

108. Where a DEA2 is returned, check the Companies House website for a new 
address. If a new address for the employer is found, update the employer details in 
Names Details – Additional Details Panel 27/28 Employer Details. Make sure 
Panel 30 is updated with the correct employer to issue notifications. Take the choice 
Reissue DEA2/3 to Employer. If there is no new address for the employer, take the 
choice End DEA – Employment Ceased. The case will be referred back to HMRC 
for a new employer match. 

109. If a DEA4 is returned, check the Companies House website for a new address. If 
a new address for the employer is found, update the employer details in Names 
Details – Additional Details Panel 27/28 Employer Details. Make sure Panel 30 is 
updated with the correct employer to issue notifications. Take the choice Reissue 
DEA2/3 to Employer. If there is no new address for the employer, make a diary entry 
and take no further action. 

110. Take no action if a DEA5 is returned as DLO. 

Employment Ends and a DEA is in Payment 

111. If an employer states that the customer is no longer employed by them and a 
DEA2 has been issued previously, a DEA5 must be issued. 

112. Take the choice End DEA – Employment Ceased. This ensures a new HMRC 
data match is requested. 

113. If any missing payments are identified, Appendix D action is required. 

Over Recovery 

114. When a case is presented due to over recovery it is important to ascertain 
whether a refund is required or not. Recovery Advisers need to determine whether the 
over recovery has occurred due to payments being received in relation to a voluntary 
arrangement or DEA payments being received from an employer. If it is as a result of 
a voluntary arrangement, then normal business as usual refund action should be taken 
if appropriate. 

115. There are some scenarios when the employer does not to need to be called to 
ascertain who the refund is due to. These are: 

  Admin Fee – sometimes employers add the admin fee (up to £1.00) to their deduction 

and then send this to us in error. This would result in up to £1.00 over recovery per 
payment from the employer and a refund to the employer would be due  
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  Returned SF debt – if a SF debt has been returned and we have not cancelled the 

DEA this will result in a credit balance as the employer may still recover this money. 
A balance adjustment will be required with the Social Fund Interface Team. A DEA5 
is issued automatically to stop deductions  

  IND(s) in Appeal – when an IND goes to the Appeal (APP) router, this debt no 

longer shows in the Amount to Pursue field in the VRA. If the employer continues to 
recover this debt it will then show as a credit balance. A DEA5 is issued automatically 
to stop deductions  

  Regular payments continue after fully recovered – if you can see that payments are 

being received regularly from the employer and continue after the debt is fully 
recovered, it is probably the case that the employer has simply not cancelled the DEA 
when the balance was fully recovered. Take the choice PIF Issue DEA 5/6. 

116. For all scenarios a suitable diary entry should be made reflecting why the 
employer hasn’t been contacted. 

Telephone the Employer 

117. If you cannot determine the reason for the credit balance, then you must contact 
the employer to check whether the payments are correct, explaining that the case has 
over recovered and you need to ascertain if the payments are correct. 

Refund due 

118. If the payments have allocated correctly, you need to distinguish if the refund is 
due to the customer or to the employer. Make a telephone call to the employer if 
necessary. 

119. If the employer has deducted the correct amount form the customers wage but 
has paid too much to us in error, the refund should be issued to the employer. 

120. If the employer has deducted too much money from the employee’s wage, the 
refund would be due to the customer, unless the employer states they have already 
refunded the customer directly, in which case the refund should be issued to the 
employer. 

121.  Standard refund guidance should be followed, remembering that refund action 
should take place in the IND and not the VRA. 

122. Make a diary entry as the suggestion below in addition to the standard refund 
diary entry. 

Category: LET 

Diary Description: PIF issued DEA5/6  

Comments: Call made to employer, who confirmed that the payments had allocated correctly 
and the overpayment is now fully recovered. DEA5 issued to <Employer’s Name> and a 
DEA6 issued to the customer. The account has over recovered by £x.xx and action to refund 
amount to the employer/customer taken. 
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123. Take the choice PIF Issue DEA 5/6 in the VRA. 

124. Taking this choice issues a DEA 5 to the employer, asking that they cease 
recovery with immediate effect and a DEA 6 to the customer to state the DEA has 
been terminated as the overpayment has been fully recovered. 

Balance Adjustment Required 

125. During the phone call with the employer you may establish that payments have 
been incorrectly allocated and a balance adjustment is required. 

126. A balance adjustment should only be completed where it is established that a 
single payment has allocated incorrectly to an account. This can occur if an incorrect 
reference has been used.  

127. If the payment is a bulk payment, Appendix D is required. 

Tracing Missing Payments/Bulk Payment Allocation 

128. An Appendix D must always be completed when tracing payments for a DEA 
case. Appendix Ds should also be completed when a bulk payment (one payment for 
multiple customers) is received and Finance have not yet corrected the payment. 

129. Exceptionally, Finance may allocate a payment incorrectly; this could be a 
cheque payment or a payment from Suspense, for example. This must always be 
resolved by use of the Appendix D, irrespective of whether the payment was single or 
bulk. 

130. It is important that the employer sends a Payment Schedule for bulk payments so 
that Finance are able to allocate the payments to the correct customers. Recovery 
Advisers should contact employers to request that a schedule is sent. 

131. Employers must send Payment Schedules to PO Box 100, Freepost, Salford M50 
3ZE. 

132. When completing an Appendix D form for this reason, complete the following 
sections of the form. 

Customer Details (sections 1-3) – name and National Insurance Number (NINO) of 
the customer you are dealing with and the name of the employer  

Payment Details (sections 4-7) – confirm whether this is bulk payment, the bulk 
payment amount (the payment amount which has allocated on to Debt Manager), the 
Payment Amount for this customer (the amount which should have allocated on to this 
customer) and the payment date 

BACS Payment (sections 8-11) – if the payment was made by BACS complete all 
sections making sure to complete the bank account and sort code the payment was 
made to and the reference used 

Cheque Payment (sections 12-15) – confirm the company name on the cheque, where 
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and when the cheque was sent, its number, whether it was attached to the Payment 
Schedule and whether it’s cleared from the employer’s account and when this happened 

Payment Schedule (sections 18-20) – has the employer sent a Payment Schedule for 
this payment to PO Box 100, what date was this sent and has the employer agreed to 
send another Payment Schedule? 

Employer Contact Details (sections 21-22) – contact name and telephone number for 
the employer 

Other useful information – when an Appendix D is sent for an incorrectly allocated 
payment, this field should always be completed to explain this. This should state 
something along the lines of: 

Bulk payment of £x.xx allocated to this customer and only £y.yy was meant for this 
customer. Please reverse the bulk payment of £x.xx. The employer has agreed to send a 
Payment Schedule to allow correct allocation of this payment.  

133. It is especially important to complete the sort code and account number of where 
the payment was made from and to and any reference numbers used. 

134. The Appendix D form is referred to Finance via your Team Leader. Send the 
form to your Team Leader by email, with the subject line <Employer Name> – App 
D. The employer name must be the first thing in the subject line of the email. You do 
not need to wait for the Payment Schedule to be received. 

135. If the Appendix D is not completed correctly, it is returned via the SEO feedback 
loop. The Appendix D form can only be returned if either the form is not correctly 
completed, or the subject line is incorrect.  

Manual Decision Points 

Elective DEA Selection Failure 

136. Cases fall to this point where a customer has chosen to have deductions taken 
from their earnings, and the ELE Action Note has been taken, but the customer or 
debts on their account have failed the selection criteria  

137. Recovery Advisers must contact the customer to arrange an alternative method 
of payment using the Repayment Negotiation Framework (RNF) and set an instalment 
plan as appropriate and take the relevant choice. 

138. If you are unable to make contact with the customer, take the choice Unsuitable 
for DEA – Check EI. 

Select Employer 

139. This MD point is used to capture cases where an incomplete employer address 
has been downloaded or entered.  
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140. Recovery Advisers must correct these cases by comparing the details with those 
held on the Companies House website and updating the address in either Names 
Details Additional Details – Panel 27 Employer 1 or Panel 28 Employer 2. Note 
that changes should be minimal – for example, updating a partial postcode. 

141. Ensure that the correct employer is selected in the DEA Employer to Use field 
in Panel 30 DEA Employer Details. 

142. When the details are up to date, take the choice Employer Set, Issue DEA 2/3, 
which issues a DEA2/3. 

143. Where an employer match is found, continue with the DEA even if the customer 
has a partner from which compulsory deductions can be taken. 

Check Payments Contact Employer 

144. Cases flow to this point for one of four reasons:  

  payment reversals  
  payments that are £50 or more than the last payment  
  where the first payment is more than £200  
  where a PACS (benefit) payment is received. 

145. Advisers presented with a payment reversal should contact the employer to 
ascertain why the payment has been reversed. If appropriate, advise the employer to 
reissue the payment. 

146. If the employer advises that the customer’s earnings were below the DEA 
earnings threshold for the last payment period, take the choice Earnings Below 
Threshold. Where the customer’s earnings have been below the threshold for three 
months and there is not an alternative employer in Panel 28 Employer 2, take the 
choice End DEA – Check EI, unless the employer advises that the next payment will 
be above the threshold. 

147. Where there are alternative employer details in Panel 28 Employer 2, update the 
DEA Employer to Use field in Panel 30 Employer Details to Employer 2 and take 
the choice End DEA – Issue DEA2/3. 

148. Where cases are at this point because a payment of £50 or more than the last 
payment or £200 or more than the first payment, Advisers should contact the 
employer to ascertain whether the correct deduction rate is being taken. If the 
employer advises the payment is correct, take the choice EMP Payments Received. 

149. If the payment is incorrect, follow Appendix D action for bulk payments or 
balance adjustments for single misallocated payments. 

150. Where cases are at this point because a PACS payment has been received it is 
important to check whether a DEA5 notification has been issued, which can be 
checked in the Contact History. 
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151. If an instalment plan has already been set, Recovery Advisers must reset this 
both on Debt Manager and Legacy. All the usual checks and panels must also be 
completed. 

152. If a DEA5 has already been issued, take the choice Plan Set. If the DEA5 has 
not been issued, take the choice End DEA – Plan Set. 

Terminate DEA 

153. Cases move to this MD point when the amount to pursue is £0.00 or less. 

154. Advisers should investigate the reason behind the credit balance before deciding 
if a refund or balance adjustment is appropriate. 

155. An adviser should contact the employer by phone to establish the reason for the 
credit balance.  

Response from the employer 

156. If the employer answers, establish the reason for the credit balance. 

157. The employer may state it was a bulk payment (payment for multiple customers), 
that has allocated just to this customer. 

158. In this scenario a refund should not be made. Trace Payments Appendix D and 
send it to Finance. Set a 14 day call back and make an appropriate diary entry. 

159. Other cases will require refund action. See over recovery for more information. 

160. Make a note in Debt Manager detailing the action taken. Include which choice 
has been taken, which notifications have been issued, the name of the employer and 
the reason for the credit balance. 

161. Do not end a DEA without knowing the reason for the credit balance. 

No response from the employer 

162. If the employer does not answer, set a call back for the next working day at a 
different time of the day and make a diary entry. 

163. For example, if you rang the employer in the morning set the call back to the 
afternoon on the next working day. 

164. If after three attempts there is no response from the employer transfer the 
individual debt(s) with a credit balance to the Sundry Credit Account. 

Response after transfer to Sundry Credit Account 
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165. If the customer contacts Debt Management after a debt has been moved to the 
Sundry Credit Account stating they are due a refund advise the customer that their 
employer needs to contact us so we can check the payments, and decide who to 
refund. 

166. We cannot refund employer payments without checking with the employer. 

167. If the employer calls we would then check the payments we have received, and 
determine who the refund is due to. 

168. The individual debt(s) would then need to be returned from the Sundry Credit 
Account. 

Customer Refunded then Employer Responds 

169. There may be occasions when Debt Management has refunded the employee 
because there has been no response from an employer when we have tried to contact 
them. 

170. If the employer subsequently calls to state the DEA payment was not meant for 
the employee advise the employer that we attempted to contact them by phone and 
received no response. 

171. Therefore, Debt Management refunded the employee, as per the DEA Guide for  
Employers (page 14).  

172. It is then, potentially, a civil matter between employer and employee to resolve. 

Team Member Prepare NCDEA 

173. A Non-Compliant Employer (NCE) is an employer who fails to set up a DEA 
following the instruction to do so.  

174. Debt Manager waits for 140 days after the DEA2/3 is issued for payment from 
the employer. If no payment is received a DEA4 is issued. The case waits a further 21 
days for payment. 

175. If no payments are received during this time a DNC3 Final Notice notification is 
issued automatically to the employer and a DNC2 to the customer, explaining that the 
DEA has not been set up and to contact the department. The case will wait for a 
further 56 days for payment from the employer. 

176. If no payments are received during this time, the case moves to the MD point 
Team Member Prepare NCDEA. At this point the cases will be directed to the 
NCDEA Team in CC Dearne Valley to consider the next action. 

177. If you are presented with a case at this MD point, set a call back for 7am the next 
day for the NCDEA Team to pick up the case the next day. 
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Employer Contact 

178. When contact with employer is made there is only certain information regarding 
the customer and their debt(s) that can be provided. 

Information that can be provided 

Information that cannot be provided 

Balance Outstanding 

Type of debt being recovered 
(overpayment or Social Fund loan) 

Which rate to take (Standard or Higher) 

Classification of debt (Mistake or 
Fraud) 

DEA payments received 

Period of the overpayment 

Previous customer contact regarding the 

Date of the loan 

DEA 

If a voluntary plan has been set (but not the  Previous customer payments 
details of this) 

How to calculate a DEA 

Any other details regarding the debt 

Where to find the Employer’s Guide 

 

How to make payments 

 

Any other details in the Employer’s Guide 

 

179. If the employer wants to know what the money is owed for, Recovery Advisers 
can state that the money is owed to the Department for Work and Pensions. If the 
employer asks for more information, you can advise that the debt is either an 
overpayment or an outstanding Social Fund loan or a combination of both. Do not 
confirm which it is. 

Disabled People Who Employ a Carer 

180. Advisers may receive calls from disabled people who employ a carer, because 
they have received a DEA2 notification. 

181. The disabled person is acting as the customer’s employer or as the payroll 
provider and therefore we would expect them to comply with the DEA. If the Local 
Authority deals with the payroll, the DEA2 should be passed to them. 

182. Some employers may advise they are exempt as a micro employer, DEA action 
must be ended if the employer satisfies the criteria, unless they are willing to take the 
deductions. 

183. Customers may contact us acting on behalf of their employer because they are 
responsible for their affairs. Recovery Advisers can treat this as a call from the 
customer and negotiate a payment in full or an off benefit plan. 

184. If the customer refuses to set up instalment plan or fails to make payments, the 
employer should start deductions from their wages. 
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Common Employer Queries 

185. When contact is made with an employer, they may have queries regarding the 
DEA or the notifications that we have issued. The following are common employer 
queries. 

DEA2 Not Received 

186. If an employer states they have not received a DEA2 notification, check the 
address in Panel 27/28 and check the correct employer details are being used in Panel 
30. If both are correct, take the choice Reissue DEA2 to Same Employer. 

187. If the address is incorrect, take the choice End DEA – Employment Ceased. 
The case will be sent for another data match with HMRC to obtain the correct 
address. The employer has a legal obligation to update their details with HMRC. 

Missing Payments 

188. Follow the Appendix D guidance.. 

Employer Non-Compliant 

189. If contact is made with the employer and they state they refuse to action the 
DEA, advise them of the consequences of not complying. 

190. Make a diary entry detailing the conversation and do not take any further action. 
See the Team Member Prepare NCDEA guidance for more information. 

Payment Query 

191. Employers may contact Debt Management to advise that they have taken the 
deduction, but not made this to us yet. 

192. Employers must pay the amount deducted from the customer’s earnings to us as 
soon as possible and it must be paid no later than the 19th day of the month following 
the month in which it was taken. 

193. Employers can pay by BACS, cheque or by credit or debit card over the phone. 
Payment schedules are required for bulk BACS and cheque payments. 

194. More information can be found in the Employers Guide  

How to Calculate DEA Deductions 

195. The DEA deduction is a percentage of the customer’s net earnings and it is the 
employer’s responsibility to calculate them. 

196. Employers can use pages nine and ten of the Employers Guide to help them 
calculate the correct deduction. 
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Employment Ceased 

197. The employer may contact Debt Management to advise that the customer is no 
longer employed by them. 

198. Where a DEA2 has been issued to the employer, a DEA5 must be issued to end 
the DEA even if the employer has advised us previously. 

199. Recovery Advisers should tell employers that they will receive a DEA5 
notification as confirmation to end the DEA. 

200. The choice End DEA – Employment Ceased must be taken to issue the DEA5 
and ensures that a new HMRC data match is requested. 

Earnings Below Threshold 

201. Employers may contact Debt Management to advise that the customer’s earnings 
are below the threshold to deduct a payment. 

202. If the employer advises that customer’s earnings will always be below the 
threshold, take the choice End DEA – Check EI, which will issue a DEA5 to the 
employer and complete a new HMRC data match request. 

203. Where earnings vary or a below the threshold for a specific reason, take the 
choice Earnings Below Threshold. The will move the case back to DEA Payment 
Monitoring. 

204. If the customer’s earnings have been below the threshold for three consecutive 
months, the DEA should be terminated using the choice End DEA – Check EI, 
unless the employer advises that the deductions will commence/resume from the 
following month. 

Employer Insolvent 

205. The employer or representative may notify Debt Management that the employer 
has become insolvent. We only accept information about the customer’s employment 
directly from the employer and not their representative/the customer.  

206. The DEA should not be terminated without confirmation that the company has 
ceased to trade and our customer is no longer employed by them.  

207. Depending on the insolvency type, the employer can continue to trade, for 
example where a Company Voluntary Agreement (CVA) has been agreed (similar to 
an Individual Voluntary Agreement), the company continues to trade as normal and 
therefore our customer will still be employed by them.  

208. A CVA allows trading to continue and a repayment schedule is drawn to pay all 
creditors. In this situation payments will continue to be made and allocated to the debt 
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as normal. As long as the company is trading and our customer is on their payroll the 
DEA can continue.  

209. If however, we are informed that the company has ceased to trade, and our 
customer is no longer employed by them, take the choice End DEA – Employment 
Ceased which ensures a new HMRC data match is requested. 

210. If the customer informs us that their employer has ceased trading, we continue 
with the DEA. However, if we have not yet received any payments from the 
employer, we can accept a voluntary offer from the customer and end the DEA by 
following the Setting a Voluntary Plan after DEA Case Select and Payment Not 
Received guidance.  

211. If the employer informs us that they have ceased trading, take the choice End 
DEA – Employment Ceased. 

If you identify that the employer has gone into liquidation when dealing with 
Post/Workqueue via Company House Checks and we have not received payments for 
a sufficient amount of time, take the choice End DEA – Employment Ceased. A 
“sufficient amount of time” is defined as being enough time for DM to query why no 
payment has been received from the Employer, which is either 140 days from the 
DEA2 without any Employer payments being received, or 90 days since the last 
Employer payment was received 

 




    

  

  
