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[bookmark: _1._Introduction][bookmark: _Toc214349098]1. Introduction
The Communication and Timeline Guidance outlines timescales and procedures for the exchange of information and evidence between the Department for Work and Pensions’ (DWP’s) Counter Fraud, Compliance and Debt (CFCD) and local authorities (LAs). The guidance shows communication methods and timelines for both Compliance and Investigations. Note: This guidance replaces the 2018 Service Level Agreement. 
[bookmark: _Toc214349099]1.1. Purpose
This document aims to ensure prompt and efficient communication between CFCD and LAs to enhance fraud detection and compliance activities.
[bookmark: _Toc214349100]1.2. Scope
It applies to all interactions between CFCD and LAs, including:
· the fraud referral and joint working process
· Local Authority Information Exchange Forms (LAIEFs)
· other forms utilised for structured communication between CFCD and LAs
· Single Point of Contact (SPOC) communications
[bookmark: _Toc214349101]1.3. Use
This document is for LA use and should not be shared outside of your LA.
[bookmark: _Toc214349102][bookmark: _2._LAs_referring][bookmark: _Toc158774197][bookmark: _Toc508028429]2. LAs referring fraud to DWP
The focus on LAs in this section is intended to clarify operational procedures and support consistency, as well as to assist LAs with practical aspects of making fraud referrals. DWP follows internal guidance, so only those sections applicable to LAs are included in this document.
As trusted partners, LAs have a designated process for sending referrals directly to CFCD. It is important that LAs refer fraud suspicions/allegations using this process as referring through other methods may mean that:  
· referrals are not processed as expected, so feedback may not be provided 
· referrals are delayed or missed
· LA referrals are not recorded correctly 
LAs must not:
· contact staff in Jobcentres or CFCD to report suspicions/allegations directly to them. All cases must go through the Triage team
· contact LA fraud referral regional inboxes for updates on referrals. LAs requesting updates on their referrals should speak to their regional CFCD SPOC
· include speculative, opinion-based or personally acquired information about the claimant.
LAs must:
· use designated channels and forms
· keep their SPOC contact information updated
· seek clarification when needed
By adhering to the correct procedures, LAs support the efficient handling of fraud cases within the benefits system. 
[bookmark: _2.1._Types_of][bookmark: Types_of_referrals][bookmark: _Toc214349103]2.1. Types of referrals  
[bookmark: _2.1.1._Single_Fraud][bookmark: Single_Fraud_Investigations]2.1.1. Single Fraud Investigations
The SFIS (Single Fraud Investigation Service) is a partnership between DWP, HM Revenue and Customs and LAs aimed at investigating welfare benefit fraud, including Housing Benefit (HB) fraud. The service was fully rolled out in March 2016 and handles investigations of all HB fraud cases. SFI (Single Fraud Investigation) referrals are those concerning HB either as a single benefit or passported through other social security benefits.
[bookmark: _2.1.2._Joint_Working][bookmark: Joint_Working]2.1.2. Joint working
Joint working is an official term to describe when LAs and CFCD work together to investigate Council Tax Reduction Scheme (CTRS) and a social security benefit. LAs need to officially ‘sign up’ to joint working to take part and send these referrals. This involves collaborative efforts between CFCD and LAs to investigate and address fraud cases, sharing resources and information to achieve common goals.
[bookmark: _2.1.3._Unsolicited_Referrals][bookmark: Unsolicited_Referrals]2.1.3. Unsolicited referrals
These are referrals that are not HB cases and were not found through HB processing or the National Fraud Initiative (NFI). They are referrals received from sources such as members of the public and LA staff through observation or other duties. They are not part of the formal LA referral process but require investigation.
All referrals will be reviewed and considered by an agent. However, due to the nature of unsolicited referrals, DWP cannot guarantee any timelines for these referrals. The following timelines apply only to SFIs and joint working.
[bookmark: LAs_referring_fraud_to_DWP][bookmark: _2.2._How_to][bookmark: _Toc214349104][bookmark: How_to_refer_suspected_fraud_to_DWP]2.2. How to refer suspected fraud to DWP questions and answers
How an LA refers fraud suspicion to DWP will depend on how the fraud was found. 
Q1. What should an LA do if a member of the public contacts them in person or by phone to inform them of a suspected fraud?  
A1. The member of staff should signpost the member of the public to the DWP report benefit fraud website or the National Benefit Fraud Hotline on 0800 854 440. 
Q2. How should an LA member of staff report suspected fraud of non-HB, for example Universal Credit (UC) (not seen through HB claim processing or the HB Matching Service (HBMS)/NFI scan)?   
A2. The member of staff should report the suspicion through the DWP report benefit fraud website or the National Benefit Fraud Hotline on 0800 854 440 (unless requesting joint working - see Q5).   
Staff members may alternatively submit reports through the LA fraud referral regional inbox by using the SFI referral form. However, such submissions will not be processed as SFI referrals and will continue to be regarded as unsolicited referrals.
Q3. What should an LA do if a member of the public contacts them by email or through a form on the LA website to inform them of a suspected fraud?    
A3. The LA should email their LA fraud referral regional inbox directly with the allegation with the original email or form provided by the member of the public. 
Q4. What should an LA member of staff do if they suspect fraud whilst processing an HB claim or through an HBMS/NFI scan?   
A4. The LA member of staff should email their LA fraud referral regional inbox directly with the allegation using the SFI form.  
Q5. What should an LA do if they are investigating CTRS and want to invite CFCD to joint work?    
[bookmark: _Hlk213837191]A5. The LA should email their LA fraud referral regional inbox directly with an invitation using the Invitation to joint work form. 
Q6. What should an LA do if they see a change of circumstance on their system, which has not been picked up on a DWP system? 
A6. The LA should send an LA17 form to notify DWP of any changes of circumstance that have been reported to an LA but not directly to DWP. This process is only for Pension Credit, Jobseeker’s Allowance (JSA), Employment and Support Allowance (ESA) and Income Support. The LA17 form cannot be used to report changes to UC claims. LA17s must not be used to report fraud. If there is any suspicion of fraudulent activity, LAs must send a fraud referral instead.
Q7. What should an LA do if they see a pattern of behaviour that indicates organised benefit fraud, Hijacked Identity or Modern Slavery Human Trafficking? 
A7. In cases where organised benefit fraud, Hijacked Identity or Modern Slavery Human Trafficking involving a benefit claimant is suspected, the LA should summarise their suspicions in an email to the DWP I-Hub Intelligence Inbox, detailing what has been identified/observed and the cases they have seen this commonality across. 
Note: Fraud has the potential to be organised if it is seen across two or more cases. 
Due to the nature of these cases, the team will be unable to update you on the progress unless joint working is involved. However, we can assure you every referral is triaged and processed as a matter of priority. 
[bookmark: _2.3._Economic,_Serious][bookmark: _Toc214349105][bookmark: Economic_Serious_and_Organised_Crime]2.3. Economic, Serious and Organised Crime
LAs cannot refer directly to Economic, Serious and Organised Crime (ESOC). However, if a referral is relevant to this team, they will take control of the case. This unit deals with high-value and sophisticated frauds that require specialised investigation techniques and collaboration with other law enforcement agencies. 
If a case is taken on by ESOC, the LA will not get updates and may not get feedback until the case is complete. This is due to the sensitive nature of the investigations, which often include covert operations, and the need to protect the integrity of the case. Providing updates during the investigation could compromise the methods and strategies used to gather evidence, as well as the safety of those involved in the investigation. 
[bookmark: _2.4._LA_fraud][bookmark: _2.4._Regional_email][bookmark: Regional_Inboxes][bookmark: _Toc214349106]2.4. LA fraud referral regional inboxes
These inboxes are for sending fraud referrals to DWP CFCD for LA use: 
· Central: localauthorityfraudreferralinbox.centralgroup@dwp.gov.uk
· London/Home Counties: localauthorityfraudreferralinbox.london-homecountiesgroup@dwp.gov.uk 
· North-East: localauthorityfraudreferralinbox.northeastgroup@dwp.gov.uk 
· North-West: localauthorityfraudreferralinbox.northwestgroup@dwp.gov.uk 
· Scotland: localauthorityfraudreferralinbox.scotlandgroup@dwp.gov.uk 
· Southern: localauthorityfraudreferralinbox.southerngroup@dwp.gov.uk 
· Wales: localauthorityfraudreferralinbox.walesgroup@dwp.gov.uk 
[bookmark: _2.5._Timelines_of][bookmark: _Toc214349107][bookmark: Timelines_of_referrals]2.5. Timelines of referrals
Understanding referral timelines is critical for efficient case management. This section details the timelines for each stage of the SFI referrals and joint working requests, ensuring prompt handling and clear communication with all parties involved.
[bookmark: _2.5.1._DWP_Timelines]DWP timelines
[bookmark: Referral_to_frist_LAIEF][bookmark: Referral_to_first_LAIEF]2.5.1. Referral to first LAIEF
(51 working days)
This outlines the timeline from when the LA makes the first referral to when they are informed whether it has been taken up by an Investigator or Compliance Officer. Notification will be provided in the LAIEF. If the case is rejected or added to an ongoing case, the Triage team will inform them.
The 51-day DWP window encompasses several internal stages involving different teams, each with designated internal timelines: 
· referral intake 
· routing through triage
· assigning an Investigator/Compliance Officer 
· conducting an initial case review.
For this document these timelines have been combined into one.
2.5.2. CFCD Investigator or Compliance Officer sending an escalation email for information requested in the LAIEF
(10 working days)
When requesting information, the CFCD Officer should allow 10 working days for an LA response to the request. After those 10 working days the CFCD Officer should send an escalation email. If a further 10 days have past: 
· Compliance Officers should fill out the form on the CFCD SharePoint site to report the non-return of the LAIEF and follow their own internal DWP case guidance on how to proceed.
· Investigators should contact their LA SPOC directly to discuss any ongoing issues in getting the information requested.
2.5.3. CFCD to contact LA for consideration of claim suspension 
(2 working days)
Once factual evidence is established, an Investigator or Compliance Officer must send the LAIEF to the LA to consider suspending the form. This must be done within 2 working days of establishing this evidence.
2.5.4. CFCD to notify of intention to prosecute and the outcome of prosecution
(5 working days)
Once a decision to prosecute is confirmed, CFCD should inform the LA and provide the outcome of the prosecution within 5 working days of receiving the information from the CPS (Crown Prosecution Service), the Crown Office and Procurator Fiscal Service (COPFS) or from the Scottish Courts and Tribunal Service portal. This will be done through the LAIEF.
When an outcome is reached during prosecution, the LAIEF should be sent to notify the LA of the outcome of the prosecution.
2.5.5. CFCD to contact LA to notify of case closure 
(5 working days)
When an Investigation or Compliance Officer decides to close a case, they must send the LAIEF to inform the LA of this decision and provide details on the outcome.
[bookmark: _2.5.2._LA_Timelines]LA timelines
2.5.6. LA to provide information to Triage team during referral build 
(10 working days)
During the referral build phase, the LA must provide necessary information to the Triage team within 10 working days. This ensures that all relevant data is collected promptly to help the case building process.
2.5.7. During case build and prior to an Interview Under Caution or an interview with a Compliance Officer 
(10 working days)  
The LA should give any required information to the Investigator or Compliance Officer within 10 working days during the case build phase. This must be before DWP conducts an Interview Under Caution (IUC) or interview with the claimant. 
2.5.8. Following IUC for cases right for prosecution action
(10 working days)  
After the IUC for cases that are considered right for prosecution action, the LA has 10 working days to provide any further information requested to aid in the prosecution. 
Scottish LAs must provide the Investigator (by email), the wording for the CTRS draft charge when the case is considered suitable for prosecution. The exact wording will then be used in the prosecution report sent to COPFS.
2.5.9. During an investigation, inform CFCD of changes to entitlement to HB 
(5 working days)
During an active investigation or compliance review, LAs must inform CFCD of any changes to HB entitlement within 5 working days of the date those changes are executed. 
2.5.10. During an investigation, inform CFCD of the amount of any overpayment to include any underlying entitlement
(20 working days)
During an active investigation or compliance review, LAs must inform CFCD of the amount of any overpayment. This figure must include any underlying entitlement. “Underlying entitlement” refers to the amount of benefit a claimant would have been entitled to if they had reported their circumstances correctly. It’s not the same as the amount they were actually paid.
If the Decision Maker requires more information to complete the adjudication or reassessment, the timeline may be extended to up to 35 working days. 
2.5.11. Exceptionally urgent requests made by a court	
(To be dealt with within the specified timescales)
[bookmark: _2.5.3._Unsolicited_referrals][bookmark: _Toc214349108]2.6. Unsolicited referrals timelines
There is no timeline or timescales for unsolicited referrals. These are dealt with through DWP processes. They may fall under the timescales above once they have reached the investigations/compliance stage when a LAIEF may be sent but updates cannot be expected on these cases. 
[bookmark: _2.6._DWP_responsibilities][bookmark: _Toc214349109]2.7. DWP responsibilities
It is DWPs’ responsibility to:
· ensure prompt communication and provision of information to LAs 
· maintain correct records of all interactions and decisions
· provide clear guidance and support to LAs about compliance and investigation processes. 
[bookmark: _2.7._LA_responsibilities_][bookmark: _Toc214349110]2.8. LA responsibilities 
It is LAs’ responsibility to:
· respond to CFCD requests for information and evidence within the agreed timescales
· maintain correct and up-to-date records of all interactions with CFCD
· ensure that all relevant staff are aware of and adhere to the terms of this document. 
[bookmark: _2.8._Timeline_Reviews][bookmark: _Toc214349111]2.9. Timeline reviews
CFCD operates with a risk-based approach, which may result in timelines occasionally being unattainable or requiring adjustments. DWP is committed to conducting regular reviews of the timelines due to resource allocation and continuously assessing our performance in meeting targeted deadlines.
[bookmark: _3._Local_Authority][bookmark: _Toc214349112]3. LAIEF 
[bookmark: _3.1._Definition_of][bookmark: _Toc214349113]3.1. Definition of the LAIEF
The LAIEF is a form used to share information between CFCD and LAs for HB and joint working cases. This form makes sure that information is shared in an orderly and legal way, following the Social Security Administration Act 1992. There are two LAIEF forms available, one for Compliance use and one for Investigations use. 
[bookmark: _3.2._How_a][bookmark: _Toc214349114]3.2. How the LAIEF is used
The LAIEF can be used for several purposes, it is used by Investigators and Compliance Officers including but not limited to:
· advising of case take up - a LAIEF is sent by a CFCD officer to advise LAs of the acceptance of an HB case
· requesting information or documents - the form can be used by a CFCD officer to request specific information or documents from LAs that are relevant to ongoing investigations or compliance checks
· requesting adjudication and reassessment - the form can be used to request an adjudication and reassessment decision, including consideration of underlying entitlement
· requesting suspension of benefits - during an investigation/compliance intervention, the form can be used to request the suspension of HB payments
· notification of outcomes - it is used to notify LAs about the outcomes of fraud referrals on most HB cases, including any findings or decisions made.
[bookmark: _3.3._Escalating_an][bookmark: _Toc214349115]3.3. Escalating an unreturned LAIEF
If the CFCD officer does not receive a response to a LAIEF within 10 working days, an escalation email will be sent. This follow-up process is crucial to ensure that all information requested for compliance and investigative purposes is provided promptly, preventing any delays in the resolution of HB cases.
[bookmark: _Toc214349116]4. Other forms
When sending information, it is necessary to use the correct form and contact method. This helps in relaying information efficiently and enhances the accuracy of responses. There are various forms and methods, including the LAIEF, used for requesting information and exchanging data between DWP and LAs.
[bookmark: _3.4.1._SFI_Referral][bookmark: _Toc214349117]4.1. SFI referral form
The SFI referral form is used by LAs to report suspected fraud cases related to HB to DWP. It is also used for NFI referrals. 
Use: The SFI referral form is used when an LA finds potential HB fraud during routine administration, such as through HBMS, NFI or Real Time Information matches. The form must be completed with all relevant HB data and any other information.
Escalation: If the LA does not hear back through the LAIEF within the timeline specified in paragraph 2.5.1., they should follow up with their designated CFCD SPOC to discuss. 
Where to find: All LAs should have a SFI referral form. If you do not have access to one, email the regional email address used for fraud referrals.
[bookmark: _3.4.2._Joint_Working][bookmark: _Toc214349118]4.2. Joint Working Request form
A joint working request is a formal communication made by either an LA to DWP or vice versa, to collaborate on investigations that involve both CTRS and social security benefit(s). The LA must be signed up to joint working to send a request.
Use: Once an LA is signed up for joint working, they should send a Joint Working Request form whenever they are investigating a potential CTRS fraud and there is a DWP benefit in payment. 
Escalation: If there are any issues or delays in the joint working process, the LA should contact their designated CFCD SPOC for resolution.
Where to find: The Joint Working Request form and related guidance can be found in the Joint Working Technical Training package provided during the first training sessions or contact your local CFCD SPOC if you no longer have this.
[bookmark: _3.4.3._IG38][bookmark: _Toc214349119]4.3. IG38 letter template
The IG38 is an information request letter that investigators use when there are no statutory powers to compel information. It is not a data protection request and is typically used in conjunction with the Data Protection Act or LAIEF emails. This letter is often used to request information from social services and to obtain information for criminal cases.
Use: LAs may need to process IG38 letters when collaborating with DWP investigators to gather necessary information for ongoing investigations.
Escalation: If there are issues with obtaining the required information through the IG38 process, LAs should escalate the matter to their designated CFCD SPOC for assistance.
LAs do not need to use the IG38 letter but it is essential to be aware of its existence and its usage in dealings with DWP. 
[bookmark: _3.3.4._LA17][bookmark: _Toc214349120]4.4. LA17 form
The LA17 form is designed to help the quick processing of changes or information requests that significantly affect a claimant's benefit award. This includes situations where there has been a clear DWP error or a significant overpayment is accumulating.
Use: LAs should use the LA17 form to report urgent changes of circumstances or to request benefit information. The form must be filled out with all necessary information and context to prevent delays. This process is for Pension Credit, JSA, ESA and Income Support. The LA17 form cannot be used to report changes to UC claims.
Escalation: If an LA17 form has not been processed within the usual timeframe or if there is a change in urgency after submission, LAs should forward the original request to lawelfare.changemanagementoffice@dwp.gov.uk with 'for LA-PED escalation' in the subject line.
Where to find: The latest revised version of the LA17 form and information about the revisions can be found on www.gov.uk. LAs should ensure they are using the most recent version of the form to avoid processing delays. 
[bookmark: _Toc214349121][bookmark: _4._Single_Point][bookmark: _4.1._SPOC_types]5. SPOC communications
[bookmark: _Toc214349122]5.1. LA SPOCs 
These SPOCs:
· manage the LAEIF for LAs
· handle requests for information during case builds
· ensure prompt and correct responses to CFCD queries
· maintain up-to-date contact details to avoid delays in investigations
DWP requests that LAs also provide an email for LAIEF escalations if no reply is received after 10 working days. 
[bookmark: _Toc214349123]5.2. LA SPOCs (High-level investigations)
These SPOCs:
· escalate queries and complex investigations
· coordinate with CFCD on sensitive or high-priority cases.
[bookmark: _Toc214349124]5.3. CFCD SPOCs
These are CFCD-assigned contacts for each LA who:
· facilitate joint working arrangements
· coordinate local investigations and meetings
· act as the primary liaison for operational collaboration.
[bookmark: _4.2._Updating_your][bookmark: _Toc214349125]5.4. Updating SPOC details
Updating SPOC details is crucial to ensure effective communication. Here are the steps to update SPOC details:
· Step 1: Find the correct contact: Ensure you know the correct contact person or team responsible for the actions of the SPOC. 
· Step 2: Prepare the updated information: Gather all necessary details, including the new contact's name, email address and any other relevant information.
· Step 3: Send the updated request: To update details there is a SPOC update form on the DWP/LA Glasscubes Fraud and Error workspace or you can email lawelfare.frauderrordebt@dwp.gov.uk
By following these steps, you can ensure that your SPOC details are always up to date. This will help ensure smooth and efficient communication.
[bookmark: _5._Review_and][bookmark: _Toc214349126]6. Review and amendments to this guidance
This document is current as of the publication date. DWP will regularly review and update it to ensure the information remains accurate and relevant. Amendments will be made promptly whenever changes occur or new processes are introduced. This proactive approach helps maintain effective communication and collaboration.
[bookmark: _6._Contact_Us][bookmark: _Toc214349127]7. Contact us
For assistance or further information on this guidance contact the Local Authority Partnership, Engagement and Delivery division’s Fraud and Error team at lawelfare.frauderrordebt@dwp.gov.uk
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