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Short Term Benefit Advances – Contact Centres 

Introduction  

1. This guidance is for Contact Centre staff and explains how to deal with 
Short Term Benefit Advances (STBAs). The guidance relates only to working 
age benefits claimants; separate guidance is available for State Pension, 
Pension Credit and Carers Allowance claimants.  
2. The guidance covers: 

 Sources of help and support 

 Completing and submitting the STBA request Template 

 National Insurance Numbers 

 Informing the claimant what happens next 

 STBA repayment rescheduling requests 
Note: Wherever possible, benefit should always be paid first, if the 
claimant is entitled to it, before considering an STBA. 
3. STBA eligibility conditions are detailed in Part 01 STBA Overview. 

Sources of help and support 

Considering the most appropriate source of support 

4. Depending on the claimant’s circumstances, direct them to the appropriate 
source of help and support in the following order: 

 Pay benefit if due – always pay benefit, before considering an STBA 

 STBAs – an STBA should be considered only in the following 
circumstances and where all the eligibility conditions are satisfied: 
 at the start of a new/repeat benefit claim before a payment of benefit 

is due or before the first full benefit payment is made, e.g. where 
the claimant’s first payment was/is for only a part week/fortnight 
period and is insufficient to meet their needs; or 

 when, or after, the claimant reports a change of circumstances that 
significantly increases the amount of their Personal Allowance for 
which they cannot wait 

 Other DWP support, e.g. Social Fund (SF) (see information at 
Customer Service A-Z and guidance on Budgeting Loans)  

 Local help and support available in their area – using the District 
Provision Tool deal with the enquiry according to current local 
arrangements, advise the claimant about the local help and support 
and how to access it.  

Local help and support 

5. Do not signpost the claimant to local help and support until you have 
considered whether benefit, an STBA, SF or any other DWP support is 
available to them. This will ensure that the claimant receives the support that is 

most appropriate in their circumstances.  
6. In order to deliver excellent customer service, it is also important that where DWP 
support is not possible, this is clearly explained so that the claimant understands the 

need to be signposted to alternative support services. Remember, if the claimant 
is due benefit it should be paid. 

file:///C:/1/jcp/guidance/bus_del/a-z/short%20term%20benefit%20advances/DWP_T793813.asp
file:///C:/1/jcp/guidance/bus_del/a-z/Social%20Fund%20Guidance/Budgeting%20Loan%20Guide/DWP_T756342.asp
file:///C:/1/jcp/directorates/cp/blm/csatoz/dwp_m312520.asp%23TopOfPage
file:///C:/1/jcp/directorates/cp/epsp/skilprov/provision/dwp_s152252.asp
file:///C:/1/jcp/directorates/cp/epsp/skilprov/provision/dwp_s152252.asp
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7. Where it is clear that the claimant would not be eligible for an STBA, e.g. 
their need has arisen because they have lost their money or their benefit has 
run out do not continue with the STBA request even if the claimant insists. In 

such circumstances, proceeding with an STBA request that you know will fail could 
raise unreasonable claimant expectations that is likely to cause avoidable distress. 

Accessing the appropriate support 

8. After considering the claimant’s circumstances decide the most 
appropriate support, as above, and deal with as follows:  

Step Action 

1 Can any benefit be paid? 

 access Dialogue JA570 to check JSA and ESA claims status, 
or 

 check whether an IS claim is ‘live’. 
If ‘Initial Entitlement’ letter issued in JA570 or IS claim is ‘Live’ and 
benefit is due issue payment, if possible. 
If ‘Initial Entitlement’ letter issued in JA570 or IS claim is ‘Live’ and 
benefit is due but you are unable to issue it, send a Handover to the 
BC to request payment. 
If IS/JSA or ESA claim does not show ‘Live’ – go to Step 3. 

2 Is an STBA appropriate? 
No – go to Step 3 
Yes – take the following action: 

 refer to the STBA paragraph in the Contact Centre script to 
offer the claimant information about STBAs 

 complete sections 1 to 5 of the STBA request Template and 
submit it to the Benefit Centre if the claimant wishes to 
proceed – parts 1 to 5 of the STBA Template provide advice 
on the required entries, place the cursor over the cell to view 
this information 

 in a joint benefit claim or where the claim is for a couple – the 
lead claimant (member 1 of the joint claim) should make the 
STBA request, as responsibility for repaying the STBA is 

retained ultimately by whichever NINO is registered as the lead on 

the claim where the claimant has requested an STBA, tell the 
claimant what will happen next. 

Note: where it is clear that it is not possible to consider an STBA for 
the claimant, e.g. they say they have lost their money, do not take a 
request even if the claimant insists. 

3 Is SF support appropriate?  

 consider whether SF Budgeting Loans/Regulated SF support is 
appropriate to the claimant’s circumstances. 

Yes – advise the claimant on how to apply for help from the SF. 
No – go to Step 4. 

4 What local help and support is available? 

 access the District Provision Tool to research local help and 
support in the claimant’s area. 

file:///C:/1/jcp/directorates/cp/epsp/skilprov/provision/dwp_s152257.asp%23TopOfPage
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Note: Do not refer the claimant to local help and support until you 
have considered whether benefit, an STBA, SF or any other DWP 
support is appropriate.  

Claimant has not yet signed a formal claim statement 

9. An STBA can be considered in cases where the claimant has not yet 
attended an appointment to sign a formal claim statement, e.g. a New 
Jobseeker Interview (NJI).  

Claimant has not yet provided formal evidence of identity 

10. Where the claimant has claimed benefit but not yet had the opportunity to 
provide evidence of their identity, e.g. they haven’t claimed benefit before, an 
STBA can still be considered without the need for further validation checks. 
This is on the assumption that all relevant documentation and information will 
in due course be submitted and verified. 

Guardians Allowance claimants 

11. Where an STBA Template has been completed and the Benefit Processor 
finds that the claimant is only entitled to Guardians Allowance, do not proceed 
with the STBA request. Advise them to contact HMRC for more information 
about the support available to them. 

 Benefit claim form is sent to vulnerable claimant 

12. Where the claimant declares a financial need and requests a benefit claim 
form to be sent out to them, take the following action: 

Step Action 

1 Follow business as usual processes detailed in CMS Chapter 05 
guidance “Claimant Requests Claim Form” 

2 Give the claimant information about the additional support, 
including STBAs, appropriate to their circumstances  

Benefit claim cannot be entered on CMS/CAM  

13. Where the claimant makes a new benefit claim but details cannot be 
entered onto CMS/CAM, e.g. due to technical issues or action not being taken 
on a previous claim, take the following action: 

Step Action 

1 Follow business as usual detailed in CMS Chapter 05 guidance 

2 Give the claimant information about the additional support, 
including STBAs, appropriate to their circumstances.  

Welsh speaking New Claims Line Agents 

14. Agents on Welsh speaking telephone lines should offer information about 
additional support to claimants in the usual way.  

file:///C:/1/jcp/guidance/bus_del/a-z/Customer%20Management%20System%20-%20First%20Contact%20Guidance/dwp_m284683-04.asp
file:///C:/1/jcp/guidance/bus_del/a-z/customer%20management%20system%20-%20first%20contact%20guidance/dwp_m284683-04.asp%23p80_7046
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15. Where the claimant wants to request an STBA, complete and submit the 
STBA request Template (see STBA request Template) and take additional 
actions as follows: 

Step Action 

1 Ensure that the Welsh indicator or flag in HOTT is not set. 
This is necessary because if the Welsh indicator or flag is set, it 
will forward all Welsh speaking requests to Llanelli, which is not 
appropriate at this stage 

2 Add a note in the ‘Supporting Information’ box of the STBA 
Template that the claimant prefers to speak in Welsh.  
This will ensure that the Benefit Processor will, after taking their 
action, forward the request to a Welsh speaker. 

STBA request Template 

Completing and submitting the STBA Template 

16. To submit the STBA Template to the Benefit Centre (BC) take the 
following action: 

Step Action 

1 Access the Handover Telephony Tool (HOTT) to select the STBA 
request Template. 
It is essential to: 

 select a new version of the Template each time, to minimise 
the chances of error 

 take a new STBA request where the claimant calls after 
being unavailable when the Decision Maker tried to contact 
them to offer an STBA. 

2 Complete sections 1 to 5 of the Data Capture tab of the STBA 
Template with all of the available details about the claimant, 
confirming with them that they are correct – parts 1 to 5 of the 
STBA Template provide advice on the required entries, place the 
cursor over the cell to view this information 

3 Select ‘Standard Call Back’ from the dropdown menu in the 
Handover Priority field and ‘Benefit Centre’ as Office Type 

4 Click on the ‘save’ button at the bottom of the Data Capture tab of 
the STBA Template.  
This will lock the Data Capture tab and allow no further changes to 
the information. 
Note: This action must be done before submitting the STBA 
Template to the Benefit Centre 

5 Select ‘STBA New Claim’ (New claim) as the Handover Type 

6 Select ‘STBA request’ as the Handover Reason  

7 Follow the HOTT guidance to handover the request to the Benefit 

file:///C:/1/jcp/directorates/cp/blm/benefits/pp/dwp_t744295.asp
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Centre  

8 Tell the claimant what will happen next  

9 Continue with the call 

10  Access the claimant’s record on LMS and record the following text 
in LMS conversations, if possible, and Legacy notes: 

 “STBA Request completed and forwarded to BC at [insert 
time]”. 

Note: LMS records may not be available in all cases. 

Special Customer Records 

17. If the claimant has a special customer record, follow Steps 1 and 2 
detailed above, and take the following additional steps to ensure compliance 
with special customer records guidance:  

Step Action 

1 Complete the fields on the Template as follows: 

 Surname – the claimant’s surname followed by ‘see address’ 

 Postcode – SCR 

 NINO – XX111111X 

 House number – XX. 

2 Capture as much information as possible from the claimant, being 
aware of the sensitivity of the records 

3 Continue completing the Template, see Steps 3 to 8 detailed 
above. 

National Insurance Numbers (NINOs) 

Claimants without a NINO 

18. Where the claimant requests financial support but does not have a NINO, 
an STBA should still be considered, providing the claimant: 

 has made a new claim to benefit, or has a current claim in the case of a 
change in their circumstances 

 meets other STBA eligibility criteria 

 is undertaking actions appropriate to their benefit and complying with 
requests to produce evidence – for a ‘change of circumstances’ STBA if 

the delay to allocating a NINO has been caused by the claimant not 
complying with requested actions, an STBA should not be considered 

 can provide evidence of their identity in line with the confirming identity 
guidelines relevant to the appropriate benefit 

 the Benefit Processor must ensure all action necessary to allocate a 
NINO is taken promptly to ensure that the benefit claim/change of 

circumstances can be finalised and put into payment.  
19. Where the claimant does not have a NINO, use AA123456A in place of 
the NINO on the STBA request Template and take the following action: 

file:///C:/1/jcp/guidance/bus_del/a-z/Customer%20Management%20System%20-%20Security%20Guidance/dwp_m285676-06.asp
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Step Action 

1 Complete sections 1 to 5 of the Data Capture Tab of the STBA 
request Template with the claimant’s details – parts 1 to 5 of the 
STBA Template provide advice on the required entries, place the 
cursor over the cell to view this information 

2 In the ‘supporting information’ box in section 3, add an appropriate 
local office number or alternative representative to receive a call 
back 

3 Tell the claimant what happens next and offer them an 
appointment to give them an update or a decision. 

Claimants with an unverified NINO 

20. Where the claimant requests financial support but has a NINO which is not 
yet verified on CIS, an STBA should still be considered, providing the 
claimant: 

 has made a new claim to benefit, or has a current claim in the case of a 
change in their circumstances 

 meets other STBA eligibility criteria 

 is undertaking actions appropriate to their benefit and complying with 
requests to produce evidence, and  

 can provide evidence of their identity in line with the confirming identity 
guidelines relevant to the appropriate benefit. 

21. In the above circumstances, only one STBA will be paid at the start of a 
new claim. The Benefit Processor must therefore ensure all action necessary 
to verify a NINO is taken promptly to ensure benefit can be paid when the 
STBA payment period expires. 

Informing the claimant what happens next 

Callback 

22. Claimants can expect to receive an initial call from the Benefit Processor 
on their preferred telephone number (or other point of contact) within three 
hours of receipt of the STBA Template, to tell them what will happen next. The 
call could be to:  

 confirm that a full benefit payment will be paid and when this will be 

 confirm that a part period benefit payment will be made and a 
discussion with them about whether the amount is enough to meet 
their financial need 

 request for more information 

 provide an update on when they will be contacted again – when the 
request is referred to a Decision Maker it may take up to one working 
day for a decision on affordability and financial need to be made 

 advise them that an STBA is not approved because they are not entitled 
to benefit  

 provide information about how to access further help and support. 
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Claimants without access to a telephone 

23. Where the claimant requests an STBA but does not supply a telephone 
number on which to receive a call back, ask them if they can provide an 
alternative contact number, e.g. a friend, family, charity, etc.  
24. If the claimant says that they cannot supply an alternative contact number, 
ask them why. Document the reason in the ‘supporting information’ section of 
the Data Capture tab of the STBA Template. 
25. To arrange for them to receive the callback take the following action:: 

Step Action 

1 Complete sections 1 to 5 of the Data Capture Tab of the STBA 
request Template with the claimant’s details where possible – 
parts 1 to 5 of the STBA Template provide advice on the required 
entries, place the cursor over the cell to view this information 

2 The claimant can provide an alternative contact number: 

 in section 3 ‘supporting information’ box, add an 
appropriate alternative contact number to receive a call 
back  

 where the claimant has special arrangements, e.g. they 
need to arrange to be near a borrowed telephone, add this 
information to the supporting information box. 

3 The claimant cannot provide an alternative contact number: 

 in the ‘telephone number’ field of the Data Capture tab of 
the STBA Template enter XXXX XXXXXX 

 complete the ‘supporting information’ field of the STBA 
Template with the text “claimant has not got access to a 
telephone” 

 access FIND to look up the appropriate Primary Benefit 
Enquiry Line relative to the claimant’s postcode  

 give them the Primary Benefit Enquiry Line number 
appropriate to their postcode and confirm the 3 hour 
callback time for them to call for an update on their STBA 
decision 

 add the following information in the HOTT notes box 
“claimant will call 0845 Primary Benefit Enquiry Line in 3 
hours for an update. Please provide decision information 
in LMS” 

 save the STBA Template  

 submit the STBA Template via HOTT, selecting the ‘Non 
callback (dealt within 3 hours)’ option from the dropdown 
menu. 

Redirection to a relevant Primary Benefit Enquiry Line 

26. If the claimant calls to ask for an update on their STBA request because 
they have not had an initial call back within three hours or a decision by the 
next working day, redirect them to the relevant Benefit Enquiry Line for more 
information.  
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27. Direct other queries, regarding changes of circumstances and requests for 
updates on the claimant’s benefit, to the Benefit Enquiry Line in the normal 
way. 

STBA repayment rescheduling requests 

Rescheduling conditions 

28. During a call to enquire about their benefit payments, the claimant might 
request that their STBA repayments are reduced or rescheduled, e.g. 
because they can no longer afford the repayments.  
29. Rescheduling the claimant’s STBA repayments should be done as an 
exception not routinely, and can be considered only: 

 at the request of the claimant or (in the case of a joint claim or where 
the claim is for a couple) the person who the STBA ‘belongs’ to 

 where the claimant has: 
 had a change in their circumstances which reduces their personal 

allowance – for example, where the claimant had a joint claim, or 
 was claiming as part of a couple and has separated from their partner 

so will now be claiming the single person rate of benefit 
 experienced an unforeseen event which has resulted in a reduction in 

their ability to repay the STBA – for example, the claimant’s sick 
child is taken into hospital miles away so the claimant has the 
additional expense of fares to visit the child, which can’t be met from 
another source. 

30. The Decision Maker determines the claimant’s request to have their 
repayments rescheduled and will contact them to discuss this. 

Rescheduling request – claimant is reporting a change of 
circumstances 

31. Where the claimant reports a change of circumstances during a call to a 
Primary Benefit Enquiry Line and asks for STBA repayments to be 
rescheduled, take the following action: 

Step Action 

1 Capture details of change of circumstances and submit these to the 
Benefit Centre in the usual way, e.g. a HOTT handover 

2  Add a note on the HOTT handover to say ’Claimant requests 
Rescheduling of STBA repayments’  

3 Tell the claimant that their: 

 change of circumstance will be processed in the usual way 

 rescheduling request will be considered in due course and a 
Decision Maker will contact them to discuss this. 

Note: STBA rescheduling requests will not be treated as urgent. 
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Rescheduling request – claimant has already reported a change of 
circumstances 

32. Where the claimant has already notified DWP of a change in their 
circumstances and is now asking for their STBA repayments to be 
rescheduled, take the following action: 

Step Action 

1 Open HOTT and create a handover and select ‘non call back’ to 
the appropriate Benefit Centre 
Add all available information to the handover. This should include 
the: 

 fact that the claimant has asked for their STBA repayments 
to be rescheduled 

 claimant’s reason for asking for repayments to be 
rescheduled 

 amount the claimant says they can repay. 

2 Tell the claimant that their: 

 change of circumstance will be processed in the usual way 

 rescheduling request will be considered in due course and 
a Decision Maker will contact them to discuss this. 

Note: STBA rescheduling requests will not be treated as urgent. 

Rescheduling request – claimant has not reported a change of 
circumstances  

33. Where the rescheduling conditions are not satisfied, take the following 
action: 

Step Action 

1 Tell the claimant that rescheduling their STBA repayments cannot be 
considered in their circumstances 

2  Offer the claimant information about local support in their area 

34. Where the claimant asks for non-STBA repayments to be rescheduled, 
follow business as usual arrangements for dealing with these enquiries. 

Retention of STBA templates 

35. STBA templates are sent via HOTT or e-mail to the Benefit Centre to be 
stored in line with current storage and retention guidelines. 


