Welfare Rights Advisors 8th October 2025
Chris Parsons (THLC), Ferzana Khanam (Apasen), Jessica Gilleran (Maggie’s) Catherine Preece/Jo Ellis/ Shirley Mason/Aminoor  Ali/ Runa Matin -Island Advice, Shahjahan Miah, Poplar HARCA, Michelle Davis (Gateway), Farah Khan (Family Support, Ruhela Aktar, Euckay Ukando (Citizens Advice), Panna (BBBC) Noorjahan Kibria, Zahed Choudhury (Apasen), Darrron McDermott (LBTH HB)
Issues Discussed/Problem areas
· Still challenges with migration (Shah) with ESA claimants not claiming UC within the migration period
· Delay in Carers Allowance backdate (Zahed)
· Chris (THLC) did send the examples of benefits issues to Umme but not had response and not resolved
· IAC S13a write off guidance is being reviewed
· Care costs historical debts, LBTH have remit to write off
· Housing (temp accommodation all tenants will be getting visits/reviews (see THCAN mail out for further information
· Delays it CTR (Jessica)
· No response to complaints
Jo stated that she had action points detailed on the minuntes of July meeting with the DWP but has not heard back regarding these.  On checking I don’t believe that I actually sent thses minutes out – apologies for this, I’d sent them out to be checked but then didn’t forward them to the DWP.  I’ve done this now and will let you know of any response (perhaps get DWP to attend the next meeting?)

Presentation  -  Darron McDermott LBTH HB
As part of the Benefits service improvements, we want to make it easier for residents and their advisors to access information regarding their claims for both Housing Benefit and Council Tax reduction.    This portal has been around for a few years but only around 4,000 residents have so far joined up. We are hoping that the improved and easier registration process and some better communications with our residents and stake holders we can increase take up.  Here customers can:
•            See their current Housing Benefit (HB) band Council Tax reduction(CTR) entitlement
•            View their claim status
•            View their next HB payment and payment date
•            View their Council Tax account number
•            View the financial details used in their benefit calculation
•            View their weekly entitlements for the past year
•            View their Housing Benefit payments for the past year
•            View their HB and CTR entitlement letters for the past year
•            Print out their letters, entitlement, and payment details
Advisors queries were – if residents sign up for this do their letter stop – yes.
Is there any help available for clients – not with HB but there are ‘digital drop in’ services in the borough, customer services in residents hubs and some advice providers/community services – but the clients MUST have an email address and ability to access their mail regularly.
Can advisors sign up on behalf of clients – yes – but clients would need be able to use the service themselves afterwards otherwise advisors will be getting all their notifications/contacts

Shirley Mason IAC – OVERPAYMENTS  
Information on a new service that advisors can use online to manage overpayments – you can log on, check reasons for overpayments and request reductions.  The client has to get a PIN, but creating one or being sent one (can do this over the phone)
https://www.gov.uk/repay-manage-benefit-owed


