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CSP Closures

Assistance and Guides

1. FAQO s

2. How to contact us

3. How to apply for Housing Benefit / Council Tax Reduction

4. How to provide evidence in support of a claim using a computer

5. How to provide evidence in support of a claim using a smartphone
or a tablet

6. How to manage your Housing Benefit online

7. How to pay online 1 Council bills, fines and invoices; Direct Debit

for Council tax and Rent
8. How to manage your Rent Account online
9. How to request a new or replacement payment card
10. How to report a repair online
11. How to manage your Council Tax online
12. Other ways to pay i Hartcliffe
13. Other ways to pay i Fishponds
14. Other ways to pay 1 Southmead
15. Other ways to pay 1 Ridingleaze
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1.FAQ®bH s
QWhy have the CSP6s cl osed?

A. On 13 October 2016 Bristol City Council opened a public consultation
on its draft Corporate Strategy and budget savings proposals to close a
funding gap of £100m+ over the coming 5 years.

Part of the proposals included the closure of the outer Citizen Service
Points at Hartcliffe, Fishponds, Southmead and Ridingleaze (Lawrence
Weston).

Q. When was this decided?

A. The consultation closed on 5 January 2017 and the budget proposals
were passed over for consideration by Cabinet.

At the Full Council meeting on 21 February 2017 the main budget
recommendations were approved without any amendments. Two weeks

| ater it was decided that the closure
March 2017.

Q. What do | do now?

A. The remaining Citizen Service Point is at 100 Temple Street in the
centre, near Temple Meads train station. However, many of our services
are available online, such as paying bills or rent, and providing evidence
for benefit claims. There are still phone lines into the contact centre
where the majority of service enquiries can be answered.

An alternative to Scancoin machines for council tenants paying rent in
cash is to use a yellow payment card at Post Offices or shops where
PayPoint is accepted.
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2.How to contact us

Many of our services are available online at bristol.gov.uk and you can
register for a Bristol Account allowing you to access information about
the services you use, for example viewing your rent balance or see how
your housing benefit is worked out.

Please see contact details below: -

Housing Benefit and Council Tax Reduction T make a claim, report a
change in circumstances, manage your claim online.

0117 922 2300

CouncilTaxT pay your bill, tell us youore
exemptions.

0117 922 2900

Waste and Environmental Services i report missed collection, report
street issues, order bins, recycling information, bulky waste collection.

0117 922 2100

Council Housing i pay your rent, report repairs, make tenancy changes,
order keys, report a problem in a communal area.

0117 922 2200

Home Choice Bristol T apply for council or housing association
properties, information about priority and bands.

0117 922 2400

Housing Advicei f i nd out how we can help you
think you might be homeless in the future

0117 352 6800

Residents Parking, Blue Badges & Travel Cards i residents parking,
disabled parking & concessionary travel

0117 922 2600
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http://www.bristol.gov.uk/
https://www.bristol.gov.uk/c/portal/layout?p_l_id=24692
https://www.bristol.gov.uk/council-tax
https://www.bristol.gov.uk/c/portal/layout?p_l_id=21026
https://www.bristol.gov.uk/housing/council-housing
http://www.homechoicebristol.co.uk/Data/ASPPages/1/34.aspx
https://www.bristol.gov.uk/housing/homeless-or-at-risk-of-being-homeless
https://www.bristol.gov.uk/parking/disabled-parking
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Temple Street Citizen Service Point

Address 100 Temple Street, Bristol BS1 6HT
Opening hours: 9am to 5pm, Monday to Friday

The Citizen Service Point at 100 Temple Street is a self-serve office;
where citizens visit for pre-booked appointments however staff members
are on hand for help and advice.

There is no parking at 100 Temple Street; however there are public car
parks nearby. There are also standard parking bays located on Portwall
Lane.

There are Disabled Parking Bays on Portwall Lane for Blue Badge
holders.

There is a bus stop within 150m of the office.

The nearest National Rail station is Temple Meads.

Citizen Services March 2017



3. How to apply for Housing Benefit / Council
Tax Reduction

You can make a new application for Housing Benefit/Council Tax
Reduction by clicking here.

Alternatively visit bristol.gov.ukand c¢cl i ck on O0Benefits
on the left hand side: -

Benefits and financial help

On the next page, please click on o6¢cl

Claim Housing Benefit )2

On the next page, you can read more about if you are able to claim, how
you can be paid any benefit youbre en
To go ahead and make a claim, please click: -

Claim Housing Benefit >

To make a new claim, please clicl
restart an incompl ete cl| alhcompfeter m
Claim Form6. You can use this for

Council Tax Reduction or both.

New Claim Form Restart incomplete Claim
If you want to start a new form click the "Next’ button to start a FO Mm
claim
If you have started, but not completed, a form, click 'Restart' to
iyouna
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https://www.bristol.gov.uk/claim-housing-benefit
http://www.bristol.gov.uk/

Whilst filling in the online form, you will need to be able to answer the
many questions about your income and household. Once you have read
through the guidance above, please click next.

New Claim Form

Ta fill in this form you will need:
You and your partner

"Partner" means husband, wife, civil partner or someone you live with as a couple.
- Date of birth
- National Insurance number
- Payslips and details of yvour employer

- Unearned income, including benefits, maintenance payments, charitable payments, student grants and leans and rent from boarders or sub
tenants

- Details of savings or capital you or your pariner have that is more than £6,000 either individually or combined (if you are a pensioner the limit,
individually or combined, is £10,000)
Joint tenants

The names of the person or people who share the property with you and are named on the tenancy agreement

Other people who live with you
People who live in your home, who are not joint tenants and are over the age of 16, for example, grown up children, elderly relatives or someone
who does not pay you rent.

- Name

- Date of birth

- Pay (before deductions)

- Hours they work

- Benefits they get

Most questions will have the help icon with them. 0
Clicking the icon will display help information about that question_groous ol guestions.

You will now be given a form code as circled below. By entering a
password and email address you can return to the form to complete it
later if you need to.

New Claim Form

Your new claim application has been given the Form Code number

You need to keep this number safe. You will need this number if you want to exit the form before completion and return to it later.

Please now supply a password, which only you know. You will need to use this password together with the Form Code if you want to restart this form
later.

Password [
Repeat password [
|
|

Please enter your email address
Please confirm your email address

If you do not have a email address then leave the field blank
We will send you an email confirming your Form Code, but you have to remember your password

Mext ===
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Once you press next, you will now be asked to fill in the form. If you are
unsure at any time what any of the questions mean, please click the @
icon. A box will appear explaining what is needed.

At any point whilst completing the claim form, you can go back to
previous pages to edit/review by clicking on the drop-down box which is
at the top of the page (shown below).

Page 10f5 | — Navigation Control— v |

After completing the initial 3 pages, you are able to add any notes or
further information you wish to in the notes box. This is available at the
bottom of following pages (shown below).

Notes

Once you have completed the form, press ' fu...2uemi

You will receive confirmation by email that you have submitted an
application for Housing Benefit and/or Council Tax Reduction.

Please wait up to 21 days for a response to your application.

We Gsénd you a benefit decision letter when your claim has been
decided.
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4.How to provide evidence in support of a claim
using a computer

You will be able to send us documents that support your Housing Benefit
or Council Tax Reduction claim.

| f

100 Temple Street Citizen Service Point.

youobve

been ask

Before you start, you will need i

ed to supply or

1. Your claim reference number, you'll find this on any letters we've
sent, or your National Insurance Number
2. Have documents available on your computer that you want to send
to us. These might have been scanned from the originals.
Take this link https://www.bristol.gov.uk/benefits-and-financial-
help/send-us-evidence-to-support-your-benefit-claim

Or, go to www.bristol.gov.uk

Fi
fi

either Housing Benefit or
Council Tax Reduction

nd O6Benef it

nanci al

hel

Cl

evi

ck on
dencebo

0
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Benefits and financial help

Q_Housing Benefit

# Council Tax Reduction

> Changes of circumstance

Housing Benefit

E:Ii:::t:,e nefits > Get proof of entitlement >

Claim Housing Benefit

If you're not currently getting
Housing Benefit from us and want
to make a new claim.

Extended payments

Extended benefits if you or your
partner start work or increase your
hours or earnings

Send us evidence

e A DaayaeeT Tor Housing
Benefit and Council Tax Reduction
and where to send it

Changes of circumstance

Manage your Housing

If you get Housing Benefit and need
to tell us about a change.

Discretionary Housing

Benefit online

View your benefit claim, payments
due, and get proof of entitlement

Local Housing Allowance

Payments

Find out if you can get extra help
towards your rent

Overpayments

What to do if you've been overpaid
Housing Benefit

Housing Benefit rates if you rent
from a private landlord

Appeals

What to do if you disagree with your
Housing Benefit decision


https://www.bristol.gov.uk/benefits-and-financial-help/send-us-evidence-to-support-your-benefit-claim
https://www.bristol.gov.uk/benefits-and-financial-help/send-us-evidence-to-support-your-benefit-claim
http://www.bristol.gov.uk/

Council Tax Reduction

| Council Tax Reduction

Claim Council Tax Reduction

B Council Tax Reduction is a means tested reduction to
on (0] help you pay your Council Tax

You may be able to get this depending on your circumstances. _dakdad o

Changes of circumstance

Click
evidencebo

Manage your account online

Send us evidence

Claim second adult rebate

Claim Council Tax Reduction

Appeal a Council Tax

If you're not currently getting Council Tax Reduction from us and want to make a new Reduction decision

laim.
claim. Non-dependants

Bristol's local Council Tax
Reduction scheme

Changes of circumstance

If you get Council Tax Reduction and need to tell us about a change.

Manage your account online

Sign up to check your Housing Benefit, Council Tax Reduction or Council Tax account

Extended payments

Extended Housing Benefit and Council Tax Reduction when you or your partner start work

or increase your hours or earnings

Send us evidence

WPTenLs that support your Housing Benefit or Council Tax Reduction claim

You will see this page. Read it through, and then click here

Upload evidence to support a
benefit claim

Housing Benefit
Claim Housing Benefit
Changes of circumstance

Manage your Housing Benefit

Send us documents that support your Housing Benefit i
oniine

or Council Tax Reduction claim.
Extended payments

Discretionary Housing

Before you start

If you're sending documents because you've had a change of circumstances,
please make sure that you've reported this change before you submit your
evidence.

Tell us about a change of circumstances

Don't use this form if you've been asked to supply original documents. You'll
need to visit a Citizen Service Point.

It's useful to have

= your claim reference number, you'll find this on any letters we've sent

= access to a smartphone, tablet/iPad or scanner, so you can upload
documents to the form

Upload evidence to support a claim >

Citizen Services March 2017

Payments

Local Housing Allowance
Send us evidence
Overpayments

Appeals

Landlords

Self-employed
Non-dependants

Your benefit letters explained



You will be asked to provide your details 1

9 Claim reference number / National Insurance number
M Full name

9 Postcode and address

9 Email address / Phone number

When this is complete, click

You can use files that are already on your computer. Select from the list

the type of evidence you want to send
can then search your computeros fol der
send.

Upload any evidence that relates to your claim
Maximum 5MB per file. You can upload images, pdfs, documents and spreadsheets. File names must notinclude: /\: 2" > <

Type of evidence

imeame ‘ Choose File ’

o file selected

. . . o Uploaded +
It will be confirmed if your file is successfully uploaded

You can send us more than one type of file at a time. When ready click
on ONext 0.

On the next screen you can give any further information if you need to in
support of your claim.

Finally, you can check what you are atk
your detail soéo page. Hsdfmexessay.u can make

When ready click

Once you have provided evidence to us, you should hear back from us
within 21 days.

10
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5.How to provide evidence in support of a claim
using a smartphone or tablet

You will be able to send us documents that support your Housing Benefit
or Council Tax Reduction claim.

Il f youbve been asked to supply origine
100 Temple Street Citizen Service Point.

Before you start, you will need i

3. Your claim reference number, you'll find this on any letters we've
sent, or your National Insurance Number
4. access to a smartphone or tablet/iPad, so you can upload
documents
Take this link https://www.bristol.gov.uk/benefits-and-financial-
help/send-us-evidence-to-support-your-benefit-claim _or, go to
www.bristol.gov.uk and scroll down the page.

1. Find 60Benefi't 2 . Choose
and choose either Housing Benefit evidenceb
or Council Tax Reduction

eecco EE WiFiCall 12:58 T3 67% D eecco EE WIFiCall 12:59 1 3 67%ED
@ bristol.gov.uk & bristol.gov.uk
> Report a street issue work or increase your hours or earnings

Discretionary Housing

Libraries and archives

Payments
> Join the library
¢ Find out if you can get extra help towards your
> Borrow, renew, or reserve items rent
> Find alibrary .
Local Housing Allowance
Benefits and financial help Housing Benefit rates if you rent from a private

landlord

Send us evidence

Evidence we may need for Housing Benefit and

> Changes of circumstance !
Council Tax Reduction and where to send it

Housing Overpayments

> Council housing What to do if you've been overpaid Housing
Benefit

> Report a repair

> Homeless or at risk of being homeless Appeals

11
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https://www.bristol.gov.uk/benefits-and-financial-help/send-us-evidence-to-support-your-benefit-claim
https://www.bristol.gov.uk/benefits-and-financial-help/send-us-evidence-to-support-your-benefit-claim
http://www.bristol.gov.uk/

You will see this page. Read it through, and then choose

eecoo EE WiFiCall = 13:00 7 % 67% D eecoo EE WiFICall = 13:00 T3 67% D

@ brstol.gov.uk

& brjstol.gov.uk
Tell us about a changdof circumstances
o . Don't use this form if gou've been asked to
ﬁi— br'StOI'gOV'uk Q‘ l supply original documients. You'll need to visit a
Citizen Service Point.

For residents For business Council and
Mayor

It's useful to ha

o your claim referende number, you'll find this
For residents -~ Benefits and financial help

on any letters we'vg sent

Council Tax Reduction Send us evidence

scanner, sO you ca

e access to a smartpljone, tablet/iPad or
$pload documents to

the form

Upload evidence to
support a benefit claim

Upload evidence to support a ’

Send us documents that support your claim

Housing Benefit or Council Tax
Reduction claim.

How long it should take

If you're providing evidence for a new housing
Before you start benefit or council tax reduction, you should hear

back from us within 21 days.
If you're sending documents because you've had

a change of circumstances, please make sure If you're providing evidence because of a change
that you've reported this change before you of circumstance, you should hear back from us

P ~ =] within 21 days.

< M [

You will be asked to provide your details
1 Claim reference number / National Insurance number
1 Full name
1 Postcode and address

1 Email address / Phone number

When this is complete, choose

12
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1. Choose from the list the
type of evidence you are
sending

[RCEY

®ecco EE WiFiCall = 14:51
@ bristol.gov.uk

T % 55%

Upload your evidence

You can send us your evidence by uploading:

* a photo from your smartphone or
tablet/iPad. You can take a photo when you
get to that part of the form.

* asaved image or document

Upload any evidence that relates to your
claim

Maximum 5MB per file. You can upload images,
pdfs, documents and spreadsheets. File names
must not include: /\: 7" » <

Please select

Next

Types of evidence
e |dentity: proof of your identity can

2. Sel ect
you get the option to take
a photo of your document

o0 CI

iCloud Drive

Cancel

Take your photo, making sure all the information can be read.

Uploaded v/

It will be confirmed if your photo is successfully uploaded

Ciry .

You can send us more than one type of file at a time. When ready select
ONext 0.

On the next screen you can give any further information if you need to in
support of your claim.

Finally, you can check what you are at
your detail sé6 page. Here ygu can make
When ready click m
Once you have provided evidence to us, you should hear back from us
within 21 days.

13
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6. How to manage your Housing Benefit online

You will be able to view next payment information, report a change of
circumstances, view your benefit entitlement and view letters.

Before you start you will need i

1. A valid email address
2. Your Housing Benefit claim reference number
3. Your National Insurance Number

Use this link to set up your Bristol Account

https://www.bristol.gov.uk/benefits-financial-help/manage-your-benefit-
account-online

Or, go to www.bristol.gov.uk

Click on o6Your account o6

H Search bristol.gov.uk Q Search
bristol.gov.uk T

Z gL  For business  Council and Mayor Your account

Sign in to your account

Click on Housing

Benefit Choose the service you need:
+ Council tax
» Tena

- Housing Benefit
= Coundcit Tax Reduction

= Business rates

+ Parking permits
» Complaints and feedback

= Freedom of information

14
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https://www.bristol.gov.uk/benefits-financial-help/manage-your-benefit-account-online
https://www.bristol.gov.uk/benefits-financial-help/manage-your-benefit-account-online
http://www.bristol.gov.uk/

You will come to this page

ZIGUHLENISM For business  Council and Mayor

Your account

Forresidents - Benefits and financial help -~ Housing Benefit -~ Manage your Housing Benefit online

Manage your Housing Benefit
online

We're working on one single account for all services.
Until it's finished, some of our services are split across
two accounts.

View your next payment details and proof of
entitlement

To do this you'll need to sign in to or register for the new Bristol Account. In
the new account you can:

« view next payment details
- view past payments

« get proof of your entitlement

You must already be claiming Housing Benefit to register an account.

e —
Create account > Go to your account >

Housing Benefit

Claim Housing Benefit

Changes of circumstance

| Manage your Housing Benefit

online
Extended payments

Discretionary Housing
Payments

Local Housing Allowance

Send us evidence
Overpayments
Appeals
Landlords
Self-employed

Non-dependants

Your benefit letters explained

Choose 6Create accountod and

Create your account

Fill in your name and rite
postcode Select option
CI i C k é F I n d E First name

Last name

Select where you live from
the drop-down list that will
appear

Postcode

Citizen Services March 2017
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Email

You'll use this to sign in to your account
You will need to enter a | Al
Valld emall address and Please enter a valid email

set up a password.

Password you want to use to sign in

When you click on Eight to twenty characters with at least one number and
6Create acco —

confirmation email will
be sent to you so that Type a password again
you can complete the
setting up of your

account.
. . Read our privacy notice (opens new window) to find out what we do with
This page will appear to your personal data.
request you do this. e
{ Create account > ’
e

@ bristol.gov.uk

Confirm your account

1

Click the lak in the email to confirm we have the right addeess.

Check your email inbox for an email from Bristol City Council. If it is not
there, check your O6spamb folder

16
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The email you receive will
look like this.

Follow the instructions to
confirm your email and set
up your account.

You will now be able to
log in to your account.

Confirm email address for your
Bristol Account

Confirm email address

or enter this code (you can copy and paste) on the page on our website
b7227985-0e17-4f83-bbda-0fb314919578

Dear Test Account,

We need to check we have the right email address

You won't be able to use your account until you confirm your email.
Follow the link above or enter the code to confirm your email

Thanks,
Bristol City Council

Sign in to your account

All fields are mandatory

Email

Password

You will be able to add your Housing Benefit details to your account.

Citizen Services March 2017
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Select 6Manage your

bristol.gov.uk

Online services

We're making online services easier and quicker to use. More services will be
available here in the future.

Parking permits

Apply or renew online for residents parking permits. Find information on
costs, restrictions and where you can park.

» Get residents’ parking permits

» Get visitors' parking permits

* Renew aresidents parking permit

Housing Benefit

View your next payment information, change your circumstances, keep up to
date withy i punt, and any of your Housing Benefit letters

» Manage your Housing Benefit online

You will only have to
give your Housing
Benefit reference and
National Insurance
number the first time
you log in.

The second time you
will go straight to the
next screen

Citizen Services March 2017
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