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QUICK GUIDE 4: Teleclaims service
Advisors should consider:

· Whether the customer is able to use the telephone. 

· If they could access the telephone service with support from you, a family member or friend. 
· If on line completion would benefit the customer. Enabling them to complete the application in several sittings and at a time to suit them.

Preparing to make a Teleclaim
It will be useful to have the following information available: 
· National Insurance number – this can be found on the National insurance number card, letter from Department for Work and Pensions (DWP), pension statements, payslips 

· Details of the bank account that they would like any money to be paid into, if they have one. You can find these on the chequebook, statement or passbook.

Other additional information will be needed dependent on the specific benefit(s) claimed – see Quick Guide 6: Preparing the Customer.
Advantages of using the Teleclaim Service
·   It is much quicker to use the telephone channel. 

·   The application can be completed during one call.

·   Benefit staff are highly trained to provide a teleclaim service.
·   Specialist equipment can be used i.e. for customers with hearing difficulties.

·   Calls can be made from the customer’s home or partner organisation. 

·   Consent can be given for a representative to deal with the application/enquiry.

·   A copy of the form will be issued for the customer to check, sign and return.

For help line numbers, please see over.
Our claim lines are 0800 numbers and we have special arrangements with some mobile providers to ensure reduced rates for our customers calling these numbers. BT Land lines and Mobiles are free; additionally calls to over 70 DWP 0800 numbers are free from Vodafone, O2, Tesco Mobile, Orange, T-Mobile and Virgin.
Consent 

The Department has a duty to ensure that personal information is not improperly disclosed, but this should not prevent a friend, relative or representative in helping you with this process. The customer will need to provide consent at the time of the call.

Quick index of links and telephone numbers:

	Service
	Contact Details

	The Pension Service: provides access to pensions, benefits and retirement information
	0845 60 60 265                             www.gov.uk/find-pension-centre

	State Pension Forecast: provides forecast information
	0845 3000 168                                                 0845 3000 169 – Textphone Service www.gov.uk/state-pension-statement

	State Pension Claim Line: Free phone line
	0800 731 7898                                                     0800 731 7339 – Textphone Service www.gov.uk/claim-state-pension-online

	Pension Credit Application Line                    Free phone line
	0800 991 234                                                      0800 169 0133 – Textphone Service

	Pension Tracing Service: Lost track of a personal or company pension scheme?
	0845 6002 537                                                    0845 3000 169 – Textphone Service

	The Pension Information Ordering Line: Leaflets for State Pension and Pension Credit
	0845 731 32 33                                                  0845 604 0210 – Textphone Service

	Disability Living Allowance/Attendance Allowance Helpline: information and advice
	0845 7123 456                                                     0845 7224 433 – Textphone Service

	Winter Fuel Helpline: information and advice
	08459 15 15 15                                                0845 601 56113 – Textphone Service

	Health Costs Advice line: Information
	0845 850 1166

	Information about planning and saving for later life: Free phone line
	0800 678 1132

	Money Advice Service: provides impartial information and tools to help you work out what’s right for you.
	0300 500 5000   

www.moneyadviceservice.org.uk/

	Benefit Enquiry Lines (BEL); General information and claims for DLA/AA/CA Free phone line
	0800 88 22 00                                                  0800 243 355 – Textphone service www.gov.uk/benefit-enquiry-line

	Carer’s Allowance Unit: Making a claim, information and advice
	0845 608 4321                                                 0845 604 5312 – Textphone service https://www.gov.uk/carers-allowance/how-to-claim

	Office of the Public Guardian:Supports and promotes decision making for those who lack capacity or would like to plan for their future.
	http://www.publicguardian.gov.uk/index.htm
http://www.publicguardian-scotland.gov.uk/ 

	Jobcentre Plus: Information and ServicesFree phone line
	0800 055 6688                                                   0800 023 4888 – Textphone Service https://www.gov.uk/contactjobcentre-plus

	HMRC: Tax Credits: make a claim and information                                                     HMRC National Insurance Contributions
	0845 300 3900 

0845 302 1479                                                       0845 915 3296 – Textphone Service www.hmrc.gov.uk
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