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Editorial ​  
by Jane Ward (Admin, Case Prep and Compliance Functional Team Leader)

I want to express my appreciation to our local authority (LA) partners for your continued commitment and the high-quality referrals you provide. Recent improvements in referral quality and collaboration have been outstanding and your engagement in shaping our shared priorities is deeply valued.

A huge thank you to everyone who attended our online event ‘Unlocking Delivery: progressing referrals through timelines and triage’ on 23 October 2025. The Triage Team shared insights into referral types, rejection trends and the elements of a quality submission and there were dozens of engaging and thoughtful questions from our LA colleagues.

As we work with DWP digital to improve the platforms that house referrals, we’re eager to hear your ideas for streamlining the process. Your continued feedback and engagement are invaluable as we develop systems and procedures that benefit both DWP and our LA partners. If you were unable to attend the event, please register on our Glasscubes workspace to access the full recording. Additionally, we encourage you to complete the feedback form to share your perspectives and suggestions for future sessions.

Our collaboration drives progress. Together, we’re building a modern, responsive referral service that works for DWP and LAs.




Communication and Timeline Guidance
We are replacing the 2018 Service Level Agreement (SLA) with our new Communication and Timeline Guidance (CTG).
This guidance is a clearer framework for collaboration between DWP and LAs. Unlike the static SLA, the CTG:
· clarifies expectations for fraud referrals, timelines and communication
· supports both new and experienced staff with practical guidance
· retains most SLA timelines, but some have changed to reflect operational differences since the SLA was introduced
· introduces clearer expectations and updated referral procedures.

What does it include?
The guidance currently covers types of referrals, timelines, forms and Single Points of Contact (SPOCs). 
What has changed from the SLA?
Whilst the CTG retains most of the SLA’s timelines, it introduces clearer expectations, updated operational context and a more flexible structure.
Do I need to sign up to it?
No, LAs are not required to formally sign up to the CTG. It is guidance and is intended to support rather than enforce practice.
What if we disagree with parts of the CTG?
The CTG is a living document and can evolve based on DWP operational needs and LA input. 
Where can I find it?
It is available to read now on our Glasscubes Fraud and Error workspace or you can email for a copy of the guidance.


Join our Glasscubes workspace
We encourage all fraud professionals to sign up to our new ‘Glasscubes Fraud and Error Workspace’. Complete this form and an invitation will be sent for you to create a password within five working days.  
Unsolicited referrals
LAs are uniquely positioned to detect fraud that might otherwise go unnoticed. Unsolicited referrals are fraud referrals submitted by LAs that are:
· unrelated to Housing Benefit (HB)
· not produced by HB processing or the National Fraud Initiative.
· identified through staff observations, public reports or service provider intelligence.

Although not part of the Single Fraud Investigation (SFI) process, they are important to our fraud teams. LA expertise and local insights help identify patterns and detect anomalies.
Unlike SFI or joint working referrals, updates may only appear to LAs when information is added to shared systems. You may not receive notice if a case is closed, not pursued or deemed accurate based on internal data.
However, the importance of these referrals remains. All unsolicited referrals are assessed by trained triage officers and inform our intelligence. 
SFI referral pitfalls
There are many common errors or ‘pitfalls’ that can result in a rejected referral. 
A common pitfall:
Submitting a SFI referral by copying and pasting the form into an email body, without including the entire form, especially the additional information box and submitter contact details.
Why it is a problem: 
The additional information box often contains vital intelligence that explains the nature of the fraud allegation. Missing this section can lead to misinterpretation or rejection of the referral.
Without the submitter’s name and contact details, CFCD cannot follow up for clarification or provide feedback on why a referral was rejected.
How to avoid it: 
You should always attach the full SFI referral form separately to your email. 



Myth busters 
Myth: I can just email my fraud suspicions to someone I know at Jobcentre Plus and they can take the correct action.
Fact: That approach risks your referral being lost, delayed or not investigated at all.
All suspected fraud must be referred using the correct channel and form. This ensures the referral is properly triaged, tracked and actioned by the appropriate team.
Referrals sent outside this process, such as directly to Jobcentre Plus or CFCD staff, will not be acknowledged or followed up correctly. If you are unsure how to refer fraud, read issue four of our ‘Spotlight on…’ newsletter where we go through each referral type.
Glasscubes Information 
In July 2025, DWP hosted a live online session introducing the new Glasscubes Fraud and Error workspace. This is a secure, centralised hub designed to support LAs in tackling HB fraud and error. 
The session, led by DWP fraud professionals, featured insights from investigators, triage experts and compliance leads. It is now available as a recorded playback for all workspace members.
The platform offers access to guidance, newsletters, referral templates and good practice materials. It also allows LAs to update their SPOC details and replay live events like the July session. To join, see the information on the second page of this newsletter.  


Contact us 
If you would like further information about any of the content of this issue or have suggestions for what should be included in future newsletters, contact lawelfare.frauderrordebt@dwp.gov.uk. Please be mindful that we cannot answer questions on specific cases or give out confidential information.
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