Official-Sensitive

Official-Sensitive

Official-Sensitive

Communication and Timeline Guidance: Questions and answers
Q1: Why has the 2018 Service Level Agreement been replaced? 
A1: We’ve retired the Service Level Agreement (SLA) because it no longer reflects the realities of our operational processes, often causing confusion and inconsistent application. In contrast, the Communication and Timeline Guidance (CTG) offers clear, up-to-date expectations for all parties involved, leading to greater alignment between the Department for Work and Pensions (DWP) and local authorities (LAs). 
The CTG was developed through direct feedback from LAs and the Counter Fraud, Compliance and Debt (CFCD) operational teams from insights gathered during the DWP Fraud and Error Roadshow in 2024. Early evidence of the CTG’s effectiveness includes reduced rates of referral rejections and smoother case handling. These improvements are being tracked and will be shared through ongoing Local Authority Partnership, Engagement and Delivery (LA-PED) division updates.
Q2: Is this guidance advisory or legally binding? 
A2: The CTG is advisory operational guidance rather than a legally binding document. Adhering to it ensures referrals are processed efficiently and correctly. Not following the CTG could lead to delays, missed cases or lack of feedback.
Q3: Why is the document so LA-focused?
A3: The CTG is specifically written to meet the needs of LAs as DWP follows internal guidance. So, we have only included parts of the guidance relevant to LAs to support consistency and clarify practical aspects of fraud referrals.
Q4: What happens if DWP misses its own timelines?
A4: DWP uses a risk-based approach and regularly reviews timelines. There are no formal penalties for anyone (including LAs) but any delays should be raised with your CFCD Single Point of Contact (SPOC) or escalated through the LA-PED team if required.
Q5: Why are there no timelines for unsolicited referrals?
A5: Unsolicited referrals vary greatly in complexity and source, that makes it impossible to commit to fixed timelines. Updates may be provided if the case advances to investigation or compliance. Changes relevant to LAs will be communicated through internal systems like ATLAS (Automated Transfer to Local Authority Systems).
Q6: Why can’t LAs refer directly to the Economic, Serious and Organised Crime teams for suspected serious organised fraud?
A6: All Economic, Serious and Organised Crime referrals must be triaged centrally to ensure legal and operational integrity. LAs can flag concerns through the DWP I-Hub Intelligence Inbox, which routes cases appropriately.
Q7: Why isn’t there a CFCD SPOC list?
A7: SPOC assignments change frequently. Embedding a static list in the CTG could quickly become outdated. Each LA should have a designated SPOC and if that SPOC leaves, the LA is informed. 
If you're unsure who your LA SPOC is, email lawelfare.frauderrordebt@dwp.gov.uk and your query will be routed to the appropriate regional lead. 
Q8: Why is there limited information on joint working in the document?
A8: A review of joint working is currently underway and detailed discussions are taking place with CFCD. Currently, 25% of LAs are actively joint working with regional CFCD teams. If you wish to sign up to joint working and aren’t sure who to contact, email LA-PED for assistance at lawelfare.frauderrordebt@dwp.gov.uk 
Q9: How will feedback be gathered and incorporated into future versions? 
A9: The CTG will be reviewed regularly by DWP. Feedback can be sent to lawelfare.frauderrordebt@dwp.gov.uk or through our feedback form on the DWP/LA Fraud and Error Glasscubes workspace. Amendments are made as needed based on operational changes. 
As this is the first iteration of the guidance, DWP will have an official review starting June 2026 in consultation with the Practitioners’ Operations Group (POG) and based on any feedback received up to that date. The review will identify if any amendments or additional information is needed.
Q10: How was this guidance reviewed before being released to LAs?
A10: The guidance underwent a full review involving feedback from the POG and information provided by LAs during our Fraud and Error roadshow. We also had internal DWP input at all operational levels through the Housing Benefit Fraud Referral Working Group.
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