
 Housing Benefit for Contact Centre Staff 
 

Advice on Housing Benefit is crucial to good customer care, to financial inclusion, and to arrears prevention and recovery. 
Customer Service / Admin staff often deal with rent account enquiries and some chase low level rent arrears. To make this role 
effective, these employees need to be aware of the Housing Benefit problems that can cause rent account problems, know how 
to recognise them, and know what a tenant can do to resolve them. And they need to be aware of the changes tenants are 
facing due to Welfare Reform. By the end of this course participants will have developed the confidence and knowledge 
necessary to give basic advice about Housing Benefit to help minimise arrears and maximise entitlement, and provide advice on 
the Welfare Reform changes. 
 

Who is the course for? 
Customer Service staff, Admin staff and Housing Assistants who want to give accurate advice on rent accounts / HB. 
 

Learning Outcomes 
 Identify which tenants can claim Housing Benefit, and have the confidence to encourage tenants to challenge the HB 

Office when they have been wrongly refused or struggle to provide the information. 
 Understand the Bedroom Tax rules and be able to explain these to customers. 
 Explain how to make a claim for Housing Benefit and what the tenant has to do to maximise entitlement including 

backdating and requesting a revision. 
 Understand why a tenant may not get full Housing Benefit - including reductions due to the Benefit Cap. 
 Understand the Housing Benefit rules at the beginning and end of tenancies. Advise tenants how to maximise 

entitlement at these times, in particular when they can get HB for their notice period. 
 Explain how income and capital affect entitlement, and be aware of the areas where HB can be maximised. 
 Explain how other people in the household may impact on Housing Benefit entitlement and how to minimise the 

impact of non-dependant deductions. 
 Explain what happens to a Housing Benefit claim whilst a tenant is away from their home including absences due to 

being in prison, in hospital, and in respite care, and how to ensure the correct HB is paid. 
 Understand why Housing Benefit might stop and what the tenant should do. 
 Understand the rules on HB overpayment recovery, and how to minimise impact on rent accounts. 
 Considered Universal Credit and the future of Housing Benefit. 

 

Outline of Day 
 

9.30am  Introductions and Expectations 
 

9.45am  Claims and Payments 
  Who can claim and how to claim 
  Savings rules 
  New claim vs change in circumstances 
  Backdating 
 

11.00am Break 
 
11.15am Tenancy Start / End 

Date of Claim 
HB from tenancy start date 
Delays in payment 

  HB for notice period 
 
12.45pm Lunch   
 
1.15pm  How Much   
  Reasons for rental shortfalls 

Bedroom Tax / Benefit Cap 
  Eligible rent  
  Non-dependant deductions 
  Income and capital 

Discretionary Housing Payments 
Supporting People Subsidy 
 

2.15pm  Changes in Circumstances / Benefit stopped 
Benefit suspensions & terminations   
Going Abroad / into hospital / prison etc 

   
2.45pm  Break 
 

“The whole day was excellent.  
Learnt a lot of useful information that I can use  

in my day to day work.” 

Helena Partnerships 

 
3.00pm  Overpayments 

Why they occur 
Underlying Entitlement 
Recovery rates 
Challenging decisions 

 
4.00pm  Universal Credit 
  The future of HB 

 
4.30pm  Close 
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