
Overpayments
and help with debt   

Organisations offering advice about debt 
Example of an overpayment

Example of how an overpayment can 
be reduced

You can use this form to make an offer to repay your overpayment of  Housing Benefit if
you cannot pay the amount we have asked for.
Your offer may not necessarily be accepted and you may be asked to complete an 
income and expenditure form.  We will contact you if  we need more information.

If you already have a financial plan or agreement set up to pay other debts and you send
this to us, we may be able to use it to make a fair arrangement for you to pay what you
can afford.  This could be a plan made by another advice agency or debt counsellor.  

1. How much are you offering to pay? 

2. How often are you offering to pay this amount? 

Each week Every 2 weeks Every 4 weeks Every month 

3. Full Name (Required) 

4. Invoice Reference number (Required)

5. Housing Benefit Reference number (Required)

6. Address (Required) 

7. Post Code (Required) 

8. Email 

9. Home Telephone number 

10. Mobile Number HOUSING AND COUNCIL TAX BENEFIT

Citizens Advice
Free and confidential advice about debt.

236-238 Mare St, E8 1HE.

Tel: 020 8525 6350 

www.citizensadvice.org.uk

Fair Finance
Free and confidential advice on debt. 

18 Ashwin St, Dalston, E8 3DL

Tel: 020 7780 1777 

email: info@fairfinance.org.uk

National Debtline
A free helpline for people with debt problems. 

Tel: 0808 808 4000 or www.nationaldebtline.co.uk

Advice UK 

For details of  independent advice
agencies, at:
12th Floor, New London Bridge
House, 25 London Bridge
Street, London SE1 9ST. 

Tel: 020 7407 4070 
(outside London) or 
020 7407 6611 (London only) 

www.adviceuk.org.uk
Consumer Credit 

Hackney Credit Union
225 Mare Street, London E8 3QE

Tel: 020 8986 6868

info@hackneycreditunion.co.uk

Counselling Service 
Who provide a free, confidential service

to help you work out realistic solutions to

your debt problems, avoid becoming

bankrupt and learn how to manage 

your money.

Tel: 0800 138 1111

www.cccs.co.uk
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Please return to: Housing Benefits and Council Tax Benefits Overpayments Team, 
Keltan House, 89-115 Mare Street, London E8 4RU

• Your son reaches 18 years of  age and starts working
full time, but you forget to tell us.  

• We work out that your benefit should be £17 per
week less because of  your son working.

• If  he started work 10 weeks ago you will have been
overpaid £170 and we will ask you to pay it back.

• You forget to tell us that your tax credits increased 2
months ago.

• When your income goes up your benefit usually 
goes down.

• Because of  the extra tax credits your benefit 
is reduced.

• You have been overpaid for the past 2 months and
we would ask you to pay it back.

• You also forgot to tell us that your wages went down 
2 months ago.

• If  you send us proof  we may be able to reduce the 
overpayment because of  your wages going down.
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This leaflet explains 
overpayments and where 

to get help if  you are in debt

An overpayment is when we pay you or your landlord an amount of  Housing or
Council Tax Benefit that you were not entitled to receive. If  we have paid you too
much benefit, we will usually ask you to pay it back.

Is the overpayment correct?
Sometimes we may be able to reduce the amount you have to repay, if  you 
tell us about your circumstances during the period the overpayment was made. 
If  you were actually entitled to receive some of  the benefit, we will use this to
reduce the overpayment.

What if I cannot afford to repay this overpayment?
If  you cannot pay the full amount stated on the invoice, we can arrange for you
to pay it back in instalments. If  you want us to change the amount we take from
your Housing Benefit to recover the overpayment; change your payments or 
instalments; or if  you just want some advice contact us straight away: 
• Call: 020 8356 3883 or 
• Email:benefits.callcentre@hackney.gov.uk or
• Write to us with the details and proof
If  needed, you can get an appointment with an overpayment officer. 
In exceptional cases, such as extreme hardship, we may decide not to recover
some or all of  the overpayment. If  this happens, the debt is written off.

If you do not contact us to arrange to pay or fail to pay, we may register
your debt with the county court and ask them to force you to pay it back.
This is the same as having a court order against you and it will affect your credit
rating. Any court costs will be added to the amount you owe us.

Why do overpayments happen?
Overpayments can happen if:

• You forget to tell us that your income has increased

• Somebody moves into or out of  your home

• You move out of  your home and do not tell us

• You start work or change jobs

• The circumstances of  other adults living with you changes. 

You must tell us about any changes and not rely on anyone else to do it for you.
Even if  you have told the Department for Work and Pensions (DWP) about your
change in circumstances, you must still let us know yourself, and not leave it to 
the DWP to tell us. We will send you a letter giving you full details of  the 
overpayment. This tells you how the overpayment happened, the amount you 
were overpaid and the period of  the overpayment. It also tells you how we will 
recover the overpayment and what to do if  you disagree with it.

What is a recoverable overpayment?
We can recover all overpayments, unless they are caused by an ‘official error’,
which you could not reasonably have known about when you were paid or told
about your benefit. An official error is a mistake we, or a person acting for us 
(including the DWP and Jobcentre Plus), make. 

How are overpayments recovered?
Housing Benefit 
There are several ways that Housing Benefit overpayments can be recovered, including: 

• Reducing your Housing Benefit payments each week

• If  you pay us rent, using any credit on your rent account 

• Sending you a bill to pay

• Asking your landlord to pay, if  we paid them your benefit, in certain circumstances

• Asking the Department for Work and Pensions to reduce your social security benefits 

• Asking your new Council to make the deductions from your Housing Benefit if
you have moved out of  this area

Council Tax Benefit 
If  we overpaid your Council Tax Benefit, we will add the amount of the overpayment
to your Council Tax bill. Our Council Tax office will collect the overpayment by 
increasing your monthly payments.

What if I don’t understand it?
If  you do not understand anything about the overpayment call 020 8356 3399
for advice. If  needed you can speak to a benefit officer or get an appointment
with an overpayment officer.

What can I do if I disagree with the overpayment?
• You have a month from the date we first told you about the overpayment to 

ask us to look at the decision again or make an appeal. If  you have not told 
us about something else that happened during the same period as the 
overpayment, which means that you were entitled to receive some of  the 
overpaid benefit, you can do this now - please send proof.

• If  we do not change our decision, you can still ask to make an arrangement to
repay what you can afford. 

Housing Benefits and Council Tax Benefit Overpayments Team, 
Keltan House, 89-115 Mare Street, London E8 4RU
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