
  
  
    [image: WhatDoTheyKnow]
  

  
    Download original attachment
    
(PDF file)
  

  
    This is an HTML version of an attachment to the Freedom of Information request
    'New Jobseeker's Interview'.
  




  
    
      
[bookmark: 1] 

Confirming Identity 

Preview Case – (action to take for cases requiring an immediate 
WFI) 
1.  CMS will automatically identify all cases that need to be previewed by both 

the Jobcentre and the Benefit Centre prior to the claimant attending their 
appointment. For the Jobcentre the cases will be displayed within the ‘JC 
Preview Cases’ screen.  This screen will be monitored by the DASO.  

2.  The following categories of cases will trigger preview action via CMS: 

 Are/Were 

Self 

Employed 

 

Have a partner living at a separate address  

 

Are/Were employed at a school or other educational establishment and 

places with school holidays. School clerical or domestic staff, supply 
teachers, exam invigilators, home tutors or school bus attendants. 

 

Are doing unpaid work (excludes voluntary work) 

 

Have other property held here or abroad 

 

Have an income from a Trust Fund (excludes Government Child Trust 

Fund) 

 

Have a mortgage insurance policy 

 

Have money from other source 

3.  Within the ‘JC Preview Cases’ screen the DASO will select a case that is due 

to attend an appointment at the Jobcentre. When selected CMS will open the 
‘View Case: Person Homepage’. This will allow the DASO to check that they 
have selected the correct case. This will also give the DASO access to Case 
Notes via the link on the left hand side of the screen. This is where the DASO 
can view the information recorded in Case Notes by the BC which will list the 
further information / documents they have asked the claimant to bring in to 
their interview during their preview of the claim. All cases which have been 
previewed by the BC will have a preview status of “Complete” on the JC 
Preview Cases screen.  

4.  NB. All cases selected for a preview will remain within the ‘JC Preview Cases’ 

screen until the Primary Benefit(s) have been transferred or withdrawn.  

Checking Identity 
5.  Establishing the claimants/partners identity is necessary to: 

 

satisfy Section 19 of the Social Security Administration (Fraud) Act 

1997 regarding National Insurance Number (NINO) provision;  

 protect 

departmental 

records; 

 

ensure records are correct and consistent; 

 

ensure the use of NINO and personal details are as secure as 

possible; 

 

prevent identify fraud;  

 

ensure that the right person is linked with the right record every time. 

 



[bookmark: 2] 

6.  Before the claimant is shown any information provided as part of their claim, 

including their Customer Statement, the claimant’s (and partner’s if 
appropriate) identity must be confirmed to ensure that they are who they say 
they are.  

7.  Confirm the claimants/partners identity by using a series of questions related 

to their personal details or claim. The questions must be asked in a way that 
allows the answers to be checked against information already held.  

8.  Wherever possible the questions used should be different to those used at 

First Contact. In all cases the questions used to confirm the caller’s identity 
must be noted in ‘Case Notes’. This means that different questions can be 
used to verify identity with the claimants at a later stage.  

9.  In addition, if any other IT systems have been used to check the information 

given, i.e. CIS, this must be recorded in ‘Case Notes’ on CMS.  

10. Claimants will be asked to bring documentary evidence of their identity as 

part of the new claim gather.  No one document should be accepted as 
conclusive proof of identity and specific documents should not be demanded 
when it would be unreasonable to do so. See Evidence of Identity for 
examples of documents which can be accepted. 

11. Confirm a claimants and partners identity every time a claim is made which 

involves a partner. 

Identity Confirmed – Updating CMS 
12. Where the claimant’s/partner’s identity is confirmed: 
  Enter [Yes] to ‘confirm ID’ on the ‘Verification Summary’ screen; and  

  record a CMS Case Note detailing how identity was checked (to provide an 

audit trail for any later inspection). 

13. It is not necessary to photocopy the evidence or documentation used to 

check/ verify identity. 

Note: Information recorded in cases notes must comply with data protection 
principles. 

Identity not confirmed 
14. If there is any doubt that the claimant/partner is not who they say they are, 

then ask them to provide evidence. Issue form JCP5 advising them what 
items of verification are acceptable, together with a reply envelope for the 
relevant Benefit Centre (BC). 

15. Inform the claimant that they have one month from the initial date of contact 

to provide this verification.  

16. Enter [No] to ‘confirm ID’ on the ‘Verification Summary Page’ screen. The 

case will then be transferred clerically and action to confirm ID will then be 
taken by the BC.  

17. Advise the claimant that their claim will not be progressed until they provide 

the relevant information. 

18. If there is an associated claim to Housing Benefit (HB)/Council Tax Benefit 

(CTB), forward any HB/CTB forms to the Local Authority (LA) and advise the 
claimant to contact them directly to pursue their claim. 
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Claimants identity confirmed but not partners  
19. If the partner cannot verify their identity, the claim cannot proceed through 

payment.  The claim is defective and the partner has one month from the 
initial date of contact (IDOC) to provide the information for the claim to be 
determined.  Guidance on the action to take can be found in procedural 
guidance for JSA and Income Support. 

Appointee 
20. Where an appointee acts on the claimant’s behalf during the Financial 

Assessment interview, always verify identity and appointee status with the 
appointee before discussing claims information. 

Note: Only people aged 18 or over can act as an appointee. 
21. If the claim was made by an appointee, Customer Management System 

displays this on the claimants Home Page. 

Next Steps  
22. Where the claimant/partners identity has been confirmed Customer 

Management System should be updated in the ‘Capture Verification 
summary’ screen to record this in respect of the claimant and, where 
appropriate, partner.  

23. Record in CMS Case Notes how identity was confirmed. It is not necessary to 

photocopy or forward to the Benefit Centre any documents used to verify 
identity. 

24. See Checking the claim. 

Verification summary  
25. This screen is displayed in all cases that require an immediate WFI in order 

to: 

 

Confirm that you are satisfied that the claimant/partner/third party have 

proved they are who they say they are; 

 

see how many customer statements have been issued; and  

 

whether they have been accepted or rejected and the reason why.   

26. The screen also shows the benefits the claimant has claimed and the status 

of the claim. 

NB: This screen and subsequent verification and transfer action will be bypassed 
in all cases that do not require an immediate WFI (ie; for all waived/deferred or 
rescheduled cases). 

Actions on this screen 
27. Complete the following fields: 
 

Field  

Input  

Identity 
Claimant 

 

this is a mandatory field for transfer; 
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confirmed 

 

the system defaults this field to show [No]; 

 

enter [Yes] or [No] when enabled 

Partner 

 

this field is enabled if a partner has been recorded; 

confirmed 

 

this is a mandatory field for transfer; 

 

the system defaults this field to show [No]; 

enter [Yes] or [No]; 

Statement 
Date issued 

displays the date and time the customer statement(s) were 
issued; 

Date received 

displays the date the customer statement was returned; 

Acceptable 

Displays whether the statement has been accepted or not; 

Reason 

updated automatically by CMS once the reason has been 
entered in the ‘Statement Check’ dialogue and will display 
one of the following reasons from the statement check 
dialogue:  

 

[Signed & Complete]; 

 [Unsigned]; 

 

[Signature Unacceptable];  

 [Pages 

Missing]; 

 [Defaced]; 

or 

 

[Revised in Change Case]; 

Modify 

this field is: 

 

enabled if the statement grid has been enabled and 

a row has been selected; and 

 

opens the ‘Statement Check’ dialogue; 

Benefits Claimed 
Benefit Name 

displays the benefit name; 

Benefit Status 

this field is automatically updated by CMS and displays the 
appropriate status as follows: 

 [Partially 

Verified]; 

 [Verified]; 

 [Verified 

EBC 

required]; 

 [EBC 

complete]; 

 [In-transit]; 

 [In-transit-electronic]; 

 [Transferred]; 

Processing 

displays a Processing Location Code if one has previously 

Location 

been entered in ‘Modify Benefit’ dialogue; 

ESJ Code 

for JSA only: 

 

if ESJ Code has previously been entered in ‘Modify 

Benefit’ dialogue, this will be displayed in this field; 

for non-JSA benefits: 

 

this field will always display blank. 

28. The [Modify] button is enabled if: 

 

the Benefits Claimed grid has been enabled; and  
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a row is selected; and  

 

the ‘Benefit Status’ is not: 

  [In-transit]; or  

  [Transferred].  

29. Selecting this button opens the ‘Modify Benefit Name’ dialogue. 
30. The [Start Verification] button is enabled if: 

 

a customer statement in the statement grid has been marked as 

‘Acceptable’; 

 

the processing location including ESJ and LA code if applicable are 

recorded in the benefits claimed grid; and  

 

if the claim requires verification items. 

31. Selecting this button will navigate to ‘Capture Verification Details: Verification 

Items and Updates’ screen. 

32. The [Verify Other Benefits] button is enabled if: 

 

a customer statement in the statement grid has been marked as 

‘Acceptable’; and 

 

the processing location including ESJ and LA code if applicable are 

recorded in the benefits claimed grid. 

33. Selecting this button will navigate to ‘Capture Verification Details: Other 

Benefits’ screen. 

34. The [Start Calculation] button is enabled if: 

 

a customer statement in the statement grid is marked as ‘Acceptable’; 

 

details of processing location including ESJ and LA code if applicable 

are recorded in the benefits claimed grid; and  

 

if the claim requires verification items that have been accepted which 

require benefit calculation. 

35. Selecting this button will navigate to ‘Enable Benefit Calculation: Summary’ 

screen. 

36. The [Enter Information] button is always enabled. 
37. Selecting this button will Navigate to ‘Capture Verification Details: 

Conditionality and Additional Information’ screen. 

38. The [Start Transfer] button is enabled if: 

 

a customer statement in the statement grid has been marked as 

‘Acceptable; 

 

and the processing location including ESJ and LA code if applicable 

are recorded in the benefits claimed grid. 

Evidence Requirements 

39. Evidence Requirements (ER) Satisfied at claim level is determined by the 

system, this field will be set to [Yes] where: 

 

all verification items on the claim for which ER is relevant have ER set 

to [Yes];  

40. ‘ER Satisfied’ will be set to [N/A] where: 

 

there are no verification items on the claim; 

 

there are no verification items on the claim for which ER is relevant;  

otherwise ‘ER Satisfied’ will be set to [NO]. 
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41. Date ER Satisfied at claim level is determined by the system. 
42. Where ‘ER Satisfied’ at claim level has been set to [Yes], the ‘Date ER 

Satisfied’ will be set to the latest received date for a verification item where 
ER Met has been recorded as [Yes].  

43. For example where all Verification Items recorded have ‘ER Met’ set to [Yes] 

but none of the updates have a ‘Received Date’. The ‘Date ER Satisfied’ 
would be the date acceptable statement was received. 

44. Where ‘ER Satisfied’ at claim level has been set to [N/A]. The ‘Date ER 

Satisfied’ would be set to the Date Acceptable Statement Returned. 
Otherwise the ‘Date ER Satisfied’ will be set to blank. 

 

 




    

  

  
