
 

 

Small claims  

 

External small claims must be put in writing from the claimant. These can be sent in 

to us via post to the Lloyd House address, via email to ss_customer services or via 

the online complaints form. 

Internal small claims must be submitted via the online form found on the intranet  

Ideally within 48 hours of receipt (working days) we will – workload permitting…  

When the claim is received locate the Oasis log, usually by the log number if it has been 

quoted by the claimant. If it has not been given the log can be searched for by other means 

such as the date and address.  

Or  

Detained Property record click view audit on any relevant items under the property number 

to show full details and print off each relevant page.  

Setting up a new claim (EXTERNAL) Click on the link or shortcut to the small claims 

system, select the green external claim icon.  A form will load fill out the relevant details.  In 

the assigned column, enter the name of the person dealing with the claim; this will make it 

easier to see how many claims people are dealing with at any one time. Enter LPU stated on 

top of the log, person’s name, address, OIC, description of the claim, type of claim (drop 

down menu) e.c.t. All details can be amended at a later date if something is unclear and may 

need to be altered later, this is not a problem. A unique reference number will be generated 

by the system. This is the claim number and should be quoted on all further correspondence 

to the claimant. 

Review date by adding a review date it will give the small claim a marker of when it next 

needs to be looked into, in the first instance for example where an officer is contacted for 

further details, a time of 7 days (dependent upon their shifts/leave would be entered) if no 

response after this period then it would be escalated to their sergeant and a further 7 days 

given.  

Front sheet The front sheet is to be completed with the details of the claim reference 

number e.c.t. the vast majority of the paperwork in relation to this should already be in 

electronic format on the small claims systems. However, if you prefer to also keep paper 

copies all in the same record for your ease of use and for the purpose of submitting the 

information, that is fine.  All claims will be filed in folders in relation to the person dealing with 

their claims. 

 

Initial assessment with the claim and log in mind can the claim already been concluded as 

no liability – i.e. we clearly had a right to enter due to the terms of a warrant. If yes, then a no 

liability letter can be sent at this stage. If no then an acknowledgement letter can be sent.  

 



 

 

Acknowledgement Letter There is an acknowledgement letter in the templates section that 

can be amended. The address details, person, claim reference e.c.t. all need to be manually 

completed.  Do not save the amended version as the template.  

NB If there is not sufficient time to carry out the log investigations as detailed above 

then the automatically generated acknowledgement letter from the small claims 

system should be sent out as a minimum confirming we have received the claim and 

the follow up acknowledgement (stating what details/evidence we require to continue 

with the claim) will then follow on once the further investigations has been carried 

out.  

Depending on the type of claim, we will require from the claimant: 

 Full name 

 Address 

 Date of incident/ outline of incident in their own words 

 Any log numbers associated with the incident 

 Any DP reference numbers associated with the incident  

 Photos of any damage  

 Receipts for items of property 

Email the OIC for the incident  

All correspondence and evidence needs to be scanned/ saved to the small claim 

system under the unique reference number given. This should be completed every time 

there is new correspondence/ evidence gathered. 

If a response has not been received from the claimant within 21 days then the claim can be 

closed – to be reopened at a later date if necessary. If no response from the officer after the 

review date this should escalated up to the next rank until a response is received.  

Once all relevant correspondence and evidence had been obtained, the file should be 

passed to the Business Delivery Manager for a decision to be made. 

The decision will be recorded on the front sheet with the reason as to why this decision has 

been reached. The small claims system will also be updated with the same information. The  

file will then be returned to you in order to send the relevant response.  All instances or at 

least the vast majority should be covered by the template letters available i.e. no liability 

warrant letter or final and full offer letters.  All templates available on the small claims 

template section all have sections that can be deleted and amended as required for the 

correct response.   

 

Enquiries and disgruntled claimants If a claimant is not happy with the decision that has 

been made the Business Delivery Manager will review the claim one more time. If the 



 

 

decision still stands, a letter is to be sent stating the claimant is able to seek independent 

legal advice should they wish to. 

Although legal do not deal with claims under £2000, they are on hand for advice and 

guidance at any stage of the claim should we need it from them. 


