	

	[image: image1.png]





Internal Briefing Paper
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1.
Purpose of briefing note
1.1
SMS Quick Text has been implemented in Scottish Welfare Fund from Monday 13 November 2023 to assist applicants to maximise their income when they apply for a Crisis Grant or Community Care Grant.
1.2
This briefing note provides questions that should be asked when an applicant is on a call to ensure they are sent the relevant links if permission is given.

2.
Background
2.1
Quick Chat was introduced as a quick and efficient way to send customers links to pages, applications, forms etc to enable them to easily apply for financial help online.  An SMS text is sent instantly at a cost of 2p to the local authority whilst we have the customer on the phone. Please see the table below confirming the monthly usage of this facility within the B & R Call Centre for October 2023.
	B&R
	No. issued

	CARS Council Tax Options page
	12

	HB/CTR Claim (Entitled2)
	119

	HB/CTR Change of circumstances (Entitled2)
	29

	Benefit calculator (Entitled2)
	180

	Myaccount
	179

	DHP page (SLC)
	12

	Student discount or exemption certificate (download) 
	1

	Council Tax Reduction – discount for those on low income
	2

	Changes to your household – online form 
	8

	Clothing grant and free school meals – clothing grant page
	5

	Clothing grant and free school meals – free school meals page
	1

	Council Tax – discounts and exemptions unoccupied properties (main page)
	110

	Council Tax – discounts and exemptions unoccupied properties – under repair
	1

	Council Tax – discounts and exemptions unoccupied properties – someone has died
	1

	Council Tax – discounts and exemptions unoccupied properties – unoccupied/unfurnished
	7

	Housing Benefit and Council Tax Reduction submission of evidence online form
	1

	SWK – Blue Badge Scheme – request a review page
	1

	SWK – Blue Badge Scheme – pay for a Blue Badge
	1

	SWK – Blue Badge Scheme – apply for a Blue Badge
	42

	CT – exemptions and discounts (occupied properties) – main page
	76

	CT – exemptions and discounts (occupied properties) – Physical or Mental disability
	1

	CT – exemptions and discounts (occupied properties) – Living alone
	1

	CT – exemptions and discounts (occupied properties) – Students
	13

	Change of details from an agent, landlord, solicitor or owner – online form
	3

	Changes to your household – main page
	297

	Total
	1103


2.
Background (cont/d)

2.2
As this has proven to be successful, Quick Chat has been rolled out within Scottish Welfare Fund to help assist applicants with the following:  

· Discretionary Housing Payments

· Checking if they qualify for Council Tax Reduction

· Applying for Housing Benefit and/or Council Tax Reduction

3.
Permission from the applicant

3.1
Before any SMS Quick Text can be sent to the applicant, you must ask them ‘do you give me permission to send a link to your mobile’.  

· If they give you permission, please see section 4

· If they do not give you permission, you are unable to send them any links

4.
Discretionary Housing Payments 

4.1
Discretionary Housing Payments (DHP) can help applicants who have a rental liability, receive help with paying their rent through Housing Benefit or Universal Credit Housing Costs but still have a shortfall to pay and are therefore required to pay some rent to their landlord.

4.2
To assess whether the applicant may require a DHP, you must ask the following:

· Do you have a rental liability?  
· If they answer no, they will not be eligible for a DHP.  

· If they answer yes, go to the next question.

· Do you receive Housing Benefit or Housing Costs through your Universal Credit?

· If they answer no, they will not be eligible for a DHP

· If they answer yes, send them the DHP link through Quick Text

5.
Benefit Calculator and HBCTR online application 
5.1
The Benefit Calculator allows the applicant to enter their household composition and income details to see if they would qualify for Housing Benefit and/or Council Tax Reduction (HBCTR) alongside other welfare benefits including those administered by our service, DWP & Social Security Scotland.  This can be used if the applicant has never claimed before and is unsure of entitlements.  

NB:  if the applicant has already advised they have a rental liability but do not receive any HB or Housing Costs through Universal Credit, the Benefit Calculator and online HBCTR application links can be sent to the applicant.

5.2
If you have checked the benefits system and there is no live claim for Council Tax Reduction (CTR), you should assess whether the applicant may be interested in checking their entitlement for CTR.  You must ask the following questions:

· 
Do you have a Council Tax liability?  

· If they answer no, they will not be eligible for CTR.  

· If they answer yes, go to the next question.

· Do you receive any Council Tax Reduction?   

· If they answer yes, you do not need to send them the benefit calculator link.  
· If they answer no, send them the Benefit Calculator and HBCTR applicant links through Quick Chat 
6.
Further Information on SMS Quick Chat and accessing the links 
6.1
The SMS quick chat guide is on the SWF Intranet page and can be accessed by clicking on this link: SMS - QuickText guide.   
6.2
The links can also be found on the SWF Intranet page and can be accessed by clicking on this link: SMS QuickText Links | Scottish Welfare Fund.

7. 
Further Information

7.1
If you require further information on anything contained within this briefing note please contact Policy.
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