DECEASED CASES

Taking information on the telephone or at the counter

It is essential to confirm the relationship of the person providing the information and to obtain their full name, address and telephone number.

When taking information by telephone or at the counter regarding deceased cases, please obtain as much of the following information as possible:

· Date of Death

· Place of death, e.g. did the person die in hospital or a care home? If so, take the name & address of the care home (Exemption E may be applicable – More information may be required)

· Who are the Executors?

· Who are the Solicitors dealing with the Estate?

· Was the property owned or rented by the deceased person?

· Who else is currently living in the property?

· Take a photocopy of the death certificate if offered or provided

· If the person states that the property is empty it is important to try and establish the date that the furniture was removed from the property

Advise that we will send out the relevant paperwork when the account is amended.

Create a DIP/NPQ and copy and paste the information obtained on to the account diary.

SOURCES OF INFORMATION

Information regarding deaths may be received from the following sources:

· The Death List is provided weekly by the Leicester City Registrar of Births and Deaths (LCRD). It notifies us of any person aged over 18 years whose death has been registered in the city. It informs us of the name of the deceased, the date of death and their last address.

· This is on the M drive now and the account numbers are identified by Admin.
These entries are then created as workflow items (but without an image) and added to the general CT Queue, and are identified as C-DECD.

· We only deal with the deceased people who have previously lived in Leicester City.

· It is necessary to carry out name searches on deceased people whose last address was outside Leicester in case they have previous debts with Leicester City Council.

· Information regarding deaths is also received from Housing Benefits. Housing Benefits will suspend the claim to ensure that no documents are sent out and send a BEN REF for us to action as soon as possible.

· Information is also received via written correspondence, telephone calls or counter visits.

· The Leicester Mercury newspaper is checked for legal or solicitors notices regarding the estates of deceased people. 

PROCESSING INFORMATION RECEIVED

Gather all information received, obtaining date of death:

· Diary Note where the information was obtained from, e.g. ‘As Per LCRD xxx Died xxxx’

· This could now be done using copy & paste from work item `notes` direct to diary as it identifies this as Death list and also which list should you need to find the item
· Change name of deceased person via core person or account button

· Change the Title to ‘EXORS’

· Tick Deceased Box

· Input date of death in Deceased Date Box

If the Deceased Person is the Sole Occupier:

· Check the Electoral Register and the Housing Benefit Screen to confirm sole occupancy

· Before any input, check if pay by Direct Debit. If so, cancel it

· Award Exemption Class F from date of death by using update

· If we have details of the executors or solicitors amend the documentary address and send the Executors or Solicitors a letter as applicable

· If we have no details, change the correspondence address to C/O the property address and send a Next of Kin Letter and address it to Exors of XXXX. If Property rented from a private landlord, add extra question asking for the date the tenancy ended.

· If the property was rented and the tenancy has not been ended, award Exemption Class F on the deceased person’s account from the date of death

· If the property was rented from Leicester City Council, award Exemption Class F on the deceased person’s account from the date of death. Leicester City Council will send a Tenancy End Notice when they end the tenancy.

· If the deceased person was a Council Tenant look on the Rent Accounts Screen for further information, e.g. next of kin.

· If there is an outstanding debt and we have details of the Executors or Solicitors, send out the bill and apply Inhibit Recovery BILDEC with an expiry date of 1/4/2020

· If there is an outstanding debt with the bailiffs, which does not reduce as a result of the death, advise the Court Team that the payer has died. (Otherwise there is no method of the Court Team picking up the change and notifying the bailiffs) 

· If the account is in credit, and you send the exors/nok/sols letter also print off & attach the refund authorisation letter as this is more likely to be sent back to us completed if we show there is a refund. Also arrange for the credit balance to be put to additional debits.

· Send a memo to H/B if relevant

· Check whether the deceased person has an NNDR account at the same address or elsewhere in the city

If the Deceased Person has a Joint Account: 

· Check the Electoral Register and the Housing Benefit Screen to try and establish the number of adults remaining in the property

· Before any input, check if pay by Direct Debit. If so, note details and cancel on joint account.

· Close the Joint Account form the date of death

· Via the Account button from the Account Details folder, input N on Bill & Rec for the deceased person 

· If paying by Direct Debit transfer Bank details to the new account

· Send H/B memo if applicable

· Transfer any credit balance over to the surviving person’s new account

· Check whether DPR is awarded on the deceased payer’s account and if so, check the name of the disabled person this was awarded to. If the DPR relates to the deceased payer, cancel the DPR when the new account is raised in the partner’s/other occupier’s name on the new reference. If the surviving person is the eligible disabled person, the DPR may be transferred to the new account.

· Create a new account in the surviving person’s name

· Establish how many adults are now living in the property

· If the Housing Benefit Screen and the Electoral Register confirms that there is only one adult living in the property award SPD

· Send a letter from the new account advising the person that their account number has changed together with a Housing Benefit Application Form and SPD Form if necessary

· Check whether the deceased person has an NNDR account at the same address or elsewhere in the city

There are various letters on the system depending on whether we have awarded SPD on the new account or whether the person pays by direct debit. Choose the letter that is applicable to the new account.

Make sure the reference number from the closed account is input on the appropriate letter.

