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1. Introduction 

This Procedure has been written to bring a unified approach in how an overpayment should be 
handled across NHS Wales. This All-Wales procedure will replace any existing local processes to 
ensure consistency by NHS Wales Shared Services Partnership Payroll Services and NHS Wales 
Organisations upon the identification of an overpayment. 

An overpayment is defined as any monies incorrectly paid to a current or former employee or 
worker through the payroll system. 

 

2.  Procedure Statement 

Everyone involved in the application of the procedure will be treated with respect and dignity 
throughout the process. 

It is recognised that overpayments are not usually the fault of the employee or worker, and this 
procedure seeks to support those who have been overpaid to have the overpayment recovered in 
a fair and reasonable manner.  

Overpayments primarily arise from a “mistake of fact” (where a payment was inconsistent with 
the facts e.g. due to clerical, computer input or procedural error). NHS Wales Organisations have 
a legal right to recover any overpayments which have arisen from a mistake of fact. 

NHS Wales Organisations must pursue the recovery of all overpayments regardless of fault.  NHS 
overpayments come out of public funds and therefore NHS Wales Organisations have an 
obligation to recover them although this must be done in a fair and reasonable way. 

Consideration will be given to individual needs and financial circumstances. 

 

3.   Aims 

This procedure aims to standardise the recovery of overpayments to ensure consistency across 
NHS Wales. 

It also aims to ensure all overpayments are recovered efficiently and as quickly as possible 
without imposing hardship and to ensure that employees, ex-employees, workers and ex-workers 
are treated fairly and consistently without any needless stress or worry. 
 
 

4.   Equality 

NHS Wales aims to provide a safe environment free from discrimination and a place where all 
individuals are treated fairly, with dignity and appropriately to their need.  It is recognised that 
equality impacts on all aspects of day-to-day operations and all policies and procedures have an 
Equality Integrated Impact Assessment (EqIIA) undertaken and Welsh Language Impact 
Assessment undertaken.   
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We will ensure that we deliver this procedure in line with the requirements of the Welsh Language 
Standards, specifically:  

• Making our service available in Welsh that is equal to the English language service that we 
provide by: 
 Providing Welsh language correspondence to staff through the medium of Welsh 

without staff having to request this. 
 Provide any communication about this procedure through the medium of Welsh 

without staff having to request communications from us through the medium of 
Welsh.  

 Provide a telephone service through the medium of Welsh that is equivalent and 
equal to the English language service that we provide. 

 Make available all documents and forms in relation to this procedure and its 
delivery available through the medium of Welsh without hesitation or delay.  

 Ensure that information about this procedure is available on our intranet pages 
and webpages are available to NHS Staff. 

 Any social media posts relating to this procedure will be made available through 
the medium of Welsh at the same time as English medium posts are available.  

 

 

5.   Objectives 

The objectives of this procedure are to ensure: 

• An equitable process for the recovery of overpayments while allowing the personal 
financial circumstances of those who have been overpaid to be considered.  

• The recovery of the overpayment should be affordable and sustainable. 
• The responsibilities of those who may be involved in the process are made clear - 

Appendix A. 
• The potential reasons for overpayments are explained - Appendix B.   
• The reduction in the frequency of overpayments through using information found in this 

procedure to educate and improve.  
 
 

6.   Scope 

This procedure will apply to employees, ex-employees, workers and ex-workers of NHS Wales 
Organisations and covers both manual and electronic systems utilised across NHS Wales. 

Where NHS Organisations have rolled out Manager Self-Service (MSS) in the Electronic Staff 
Record (ESR), the Line Manager should utilise MSS to update employees’ assignments.  If MSS is 
not fully rolled out, information should be communicated to Payroll Services using the 
forms/Staff Movement Advice (SMA) available under Useful Documents through the 
Organisations page on the link below.  

This link also details Payroll Services contact information: Payroll Services (sharepoint.com)  

 

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
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7. Overpayment Recovery Process 

Automatic Recovery 

There may be circumstances where an overpayment could be automatically recovered from 
future salary payments. 

This will only happen if the following applies: 

• The overpayment was a result of late notification of changes i.e. a change of hours, 
termination of employment, sickness, pension or other absence and 

• The change or termination of employment should have been actioned less than one 
month before notification was received by Payroll Services and 

• The deduction will not amount to more than a 30% reduction in gross monthly pay. 

If all these criteria are met, the overpaid salary will automatically be recovered over a maximum 
3-month period.  Gross monthly pay overpayments of 0-10% will be recovered over 1 month, 10-
20% over 2 months and 20-30% over 3 months. 

If an automatic deduction is to happen, Payroll Services will inform the individual before pay day 
by sending an Adjustment to Salary Letter (Appendix C).  The letter will detail the intended 
recovery values per month. This is intended to provide an affordable and sustainable recovery 
option. Tools to help you work out what is affordable can be found at Appendix D. 

 

If the proposed overpayment recovery timescale is not affordable, NWSSP Payroll Services can 
be contacted via the contact information provided on the letter.  If recovery cannot be agreed 
over the 3-month period, the overpayment will be referred to the All Wales Overpayments Team 
to progress the standard recovery procedure outlined below.   

If the individual terminates their employment before the overpayment is repaid in full, payroll will 
contact the individual with a view to recovering the outstanding amount from the final salary. 

 

Standard Recovery 

Where an overpayment is a larger sum of money and/or has occurred over a longer time period, 
so the criteria for automatic recovery are not met, the standard recovery process will be as 
follows. 

This is also set out in a flow chart at Appendix E. 

1. Payroll Services will send Overpayment Letter 1 (Appendix F) to the individual who has 
been overpaid as soon as they are made aware of a potential overpayment.  
The letter will provide notice that a potential overpayment has occurred, detail the reason 
for the suspected overpayment and the period it relates to (if known). It will reference the 
follow up letter (Overpayment Letter 2 – Appendix G) that will be sent with the detailed 
overpayment calculation once confirmed. 

2. Payroll Services will send an email with an attached letter to the individuals Line Manager 
informing them of the potential overpayment (Appendix H).  This may include an MS 
Forms link to provide details or reasons for why and how the overpayment may have 
occurred and a video link explaining how to reduce overpayments in future. 
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3. Once the overpayment has been calculated, Payroll Services will issue Overpayment 
Letter 2 to the individual and their Line Manager detailing the overpayment calculation 
(Appendix G).  The Finance Department from their Organisation will be copied into this 
letter. 
 

(a) Where the individual remains in post within the Organisation: 

Overpayment Letter 2 will show the calculation of the overpayment and the full value.  The letter 
will explain that the overpayment will need to be recovered in full and the ways this can be done. 

We aim to recover any overpayments over the same time frame as the overpayment occurred e.g. 
if you were overpaid for 3 months, this should be recovered over 3 months. There is also the 
option to repay the overpayment as a lump sum or to discuss the arrangement of a more 
affordable monthly recovery option.  

Any requests to recover the overpayment in excess of 12 months will need to be agreed by the 
Director of Finance and/or Director of Workforce/People for that Organisation or their nominated 
deputies.  Any requests will be reviewed with consideration of how and when the overpayment 
occurred and the individual’s financial circumstances.   

There can also be the consideration of alternative options such as undertaking additional hours 
to pay back the sums owed. 

Overpayment recoveries should be made via salary unless you choose to repay in full separately 
or agree to set up a standing order. 

Overpayment Letter 2 will mention that an invoice will be sent shortly, and this will include 
information on who you can contact to agree the recovery of the overpayment. 

The Finance Department for your Organisation will receive a copy of this letter so that the invoice 
can be sent.  They will note that you are a current employee or worker who may have recoveries 
made via salary deductions.  

A copy of the salary deduction request proforma is included in Appendix I to be completed if 
requested. 

Tools to help you work out what is affordable can be found at Appendix D. 

(b) Where the individual is no longer working for the Organisation: 

Overpayment Letter 2 will show the calculation of the overpayment and the full value.  The letter 
will explain that the overpayment will need to be recovered in full and the ways this can be done. 

The letter will mention that an invoice will be sent shortly, and this will include information on 
who you can contact to agree the recovery of the overpayment. 

The Finance Department for your Organisation will receive a copy of this letter so that the invoice 
can be sent.  As the individual is no longer an employee or worker for the Organisation, recovery 
via salary is not possible so payments can be made by Standing Order, Bank Transfer, Cheque or 
Debit/Credit Card (where Organisations have this facility). 

We aim to recover any overpayments over the same time frame as the overpayment occurred e.g. 
if you were overpaid for 3 months, this should be recovered over 3 months. There is also the 
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option to repay the overpayment as a lump sum or to discuss the arrangement of a more 
affordable monthly recovery option.  

Longer recovery periods may be possible but will need to be agreed by the Director of Finance 
and/or Director of Workforce/People for that Organisation or their nominated deputies.   

Tools to help you work out what is affordable can be found at Appendix D. 

The Finance Department reserves the right to progress debt collection procedures through a debt 
collection agency once local Organisation procedures and attempts to collect the outstanding 
debt have been exhausted. 

 

Counter Fraud  

There may be occasions where an overpayment needs to be assessed by Counter Fraud Services. 

An initial high-level assessment by Counter Fraud Services will be requested only if all three of 
the criteria below are met which indicate there may be evidence to suggest fraud may have 
occurred: 

1. The individual has not notified the Organisation/Line Manager/Payroll Services of the 
overpayment; and 

2. The overpayment has occurred for more than 3 months; and 

3. The overpayment value is estimated at more than £5,000 

If all three criteria are met, Payroll Services will send a notification to the relevant Local Counter 
Fraud team using the review form in Appendix J. 

Local Counter Fraud teams will make an initial assessment and advise within 5 working days if an 
investigation is required, or if the overpayment recovery can continue with the usual recovery 
procedure.  If no response is received from the Local Counter Fraud team within 5 working days, 
Payroll Services will request final confirmation to continue with recovery of the overpayment in 
line with this procedure and as shown in Appendix E. 

Any overpayments under initial assessment by Local Counter Fraud teams are included under 
the Counter Fraud section of the overpayments dashboard.  Senior Workforce/People and 
Finance colleagues within Organisations have access to this dashboard to monitor assessments 
being undertaken. 

If Counter Fraud Services identify that further investigation is required, the overpayment recovery 
will be placed on hold by Payroll Services until further advice is received from the Local Counter 
Fraud team.   

Prior to further investigations commencing, the Local Counter Fraud team will follow local 
Organisation procedure for informing the Director of Workforce/People and/or Director of 
Finance of the details of the case to be investigated.  This may include obtaining any agreement 
to further investigation if required locally by Organisations.  In the event of any local disagreement 
on the correct course of action, the Local Counter Fraud team will seek advice from the national 
NHS Counter Fraud Service Wales. 
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To ensure any potential criminal investigations are not compromised, it is important that no 
contact is made with the individual who has been overpaid until the Local Counter Fraud 
team has confirmed they do not need to investigate the matter further. 

 

8. Dispute Resolution 

Where an individual refuses to consent to the recovery of the overpayment and where 
discussions have been exhausted, the overpayment should be referred to the Director of 
Workforce/People and/or Director of Finance or their nominated deputies for the Organisation 
with the aim of reaching an agreement for the recovery of the overpayment, taking into account 
the individual’s personal circumstances. 

A meeting should be arranged between the individual who has been overpaid and the Director of 
Workforce/People and/or Director of Finance or their deputies. The individual has the right to be 
accompanied by either a Trade Union representative or a workplace colleague. 

Members of the Finance team or Payroll Services along with the Line Manager or Budget Holder 
may also be requested to attend this meeting where it would be helpful.  The proposed outcome 
of the meeting may require approval by the Director of Finance or other authorised budget holder 
if they are not present at the meeting. 

Where an individual feels they have been treated unfairly, they are encouraged to use the Respect 
and Resolution policy.  No further action should be taken on recovery during any dispute 
resolution process including a complaint under the Respect and Resolution process. 

If you have left NHS Wales employment and have been unable to reach an agreement, you may 
be able to get support through: 
Acas | Making working life better for everyone in Britain or  
Work - Home (citizensadvice.org.uk) 
Or your Trade Union if you are still a member (if you pay through your salary, you can switch to 
Direct Debit to maintain membership).  
 
It is important to remember that there is a legal right for NHS Organisations to recover any 
overpayment. NHS Organisations reserve the right to engage a debt collection agency should it 
be required. 

 

9. Training and Awareness 

NHS Organisations should make employees or workers and managers aware of this procedure on 
commencement.  A copy of the procedure should be available on the NHS Organisation’s 
Intranet Site and referenced in any induction and/or new manager training. 

Overpayments can be minimised if everyone does their part. Managers can ask for guidance on 
how to ensure prompt and accurate updates of employment information including new starters, 
changes, terminations, and employee or worker absence should they require. 

Delayed submission of payroll documentation or Manager Self-Service updates can cause 
significant inconvenience and anxiety for staff and unnecessary additional administration for 

https://www.acas.org.uk/
https://www.citizensadvice.org.uk/wales/work/
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NWSSP Payroll Services.  It can also lead to complexities for those affected in respect of tax and 
universal credit issues. 

The roles and responsibilities of all parties detailed in this procedure are outlined in Appendix A. 

 

10. Information Governance  

Any personal data utilised within the application of this procedure will be processed in accordance 
with the relevant UK General Data Protection (UK GDPR) and records management strategic 
frameworks and policies. 
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APPENDIX A 
 
Key responsibilities in respect of the overpayments process can be summarised as: 
 
NHS Wales Shared Services Partnership Payroll Services will: - 
 
• Pay staff correctly and on time in accordance with employee/worker data held on ESR at the 

point of payrolls being run.  
 
• Make an itemised payslip available to the employee/worker.  This will be an electronic payslip 

where MyESR (Employee Self Service) is in use.    
 
• Inform relevant staff regarding cut-off dates for submission of Electronic Paperwork for 

example starters, changes, terminations, and variable pay data Payroll Services 
(sharepoint.com). 

 
• Correct identified errors. 
 
• Undertake an assessment of overpayments against the criteria to establish if a review by Local 

Counter Fraud Services is required 
 
• Rectify any identified overpayment in line with this procedure for the recovery of overpayments 

of salary.   This will include writing to the employees/ex-employees/workers/ex-workers, 
providing them with a detailed explanation of the overpayment. 

 
• Inform the Line Manager that an overpayment has occurred and issue a MS Forms link for them 

to complete an overpayment report, which will request detail on why the overpayment has 
occurred and what remedial action has been taken to prevent future reoccurrence. 

 
• Maintain a register of overpayments to share monthly/bi-monthly with nominated  

representatives from each Organisation.  NWSSP will inform the NHS Organisation of 
overpayments, the reasons for them and if there is a recurrence of the manager not 
complying with processes and procedures relating to employee/worker data.  

 
• Review the register of overpayments with NHS Organisations in the regular Payroll Customer 

Relationship Manager meetings 
 
• Liaise with local trade union representatives where appropriate. 
 
• Deduct monies from the employees’/workers salary in line with the agreed recovery period 

where appropriate. 
 
• Upon termination, deduct any outstanding overpayments, overtaken annual leave, including 

salary sacrifice arrangements from the final salary where possible. 
 
• Deal with overpayment matters with compassion and understanding, noting that in the vast 

majority of cases the employee/worker is not at fault 
 
• For a limited time after termination of employment, ensure ex-employees/ex-workers have 

access to their payslips, P60s and P45s via a Leavers Dashboard.  

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
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• Liaise with HMRC and/or NHS Pensions if an overpayment is likely to affect tax or pension. 

 

• Implement this procedure through the medium of Welsh in line with the Welsh Language 
Standards.  
 

 
 
 
Employee/Ex-employee/Worker/Ex-worker Responsibility:- 
 
Employees/Ex-employees/Workers/Ex-workers must: 
 
• Verify basic pay, contracted hours and other regular payments included in their payslip to 

ensure they are in line with their contract. 
 
• Where applicable, and possible, verify variable hours are correct on e-roster systems before 

rosters are finalised. 
 
• Raise any payslip queries with their Line Manager in the first instance.  This may be in respect 

of incorrect contracted salary, hours, regular payments, incorrect receipt of variable hours or 
receipt of any unexpected monies. 

 
• Seek clarification from Payroll Services if their Line Manager cannot resolve any queries on 

their payslip. 
 
• Immediately inform Payroll Services if an overpayment is identified so that recovery can begin.  

Any employee, ex-employee, worker or ex-worker that knowingly or willingly fails to advise 
Payroll Services of an overpayment may be subject to referral to the Local Counter Fraud team 
and if necessary the Police.  

 
• Agree terms of recovery and ensure full recovery of any overpayments. 
 
• Be aware of payroll cut-off dates to know when to reasonably expect payment of travel, 

subsistence claims, shifts on e-roster systems or variable pay elements. 
 
• Submit expense claims and additional hours worked claims for payment within 3 months.  

Please note that any claims older than 3 months will not be processed for payment unless 
circumstances prevented the submission of the claim in time. 

 
• Ensure the NHS Organisation is aware of any change of address and contact details to be 

updated via MyESR (Employee Self Service). 
 
• Access support and advice from trade union representatives where applicable. 
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Line Managers: 
 
Line Managers must notify Payroll Services of any pay impacting changes as soon as they 
become aware of them and their responsibilities include:  
 
• To complete the employee change notifications and submit to Payroll Services prior to 

employees/workers commencing new position/hours/base. 
 
• To complete the employee termination process at the point of the employees/workers 

resignation. 
 
• For employees/workers accessing NHS Pension - in line with NHS Organisations Retirement 

Policy a termination form must be completed a minimum of 4 months prior to termination.  
 
• To resolve any initial queries received from employees/workers regarding variable hours paid 

in month or receipt of unexpected payments, advising them they must report any suspected 
overpayments to Payroll Services without delay. 

 
• To open and close employee/worker sickness absence on their ESR record at the point of 

notification. 
                 
• To notify Payroll Services of any unpaid leave. 
 
• To submit authorised notification of Maternity/Paternity/Adoption/Career Break.  Application 

forms for payment under these policies must be completed and submitted to Payroll 
Services prior to the date the employee/worker commences the period of leave. 

 
• To verify an employee’s/worker’s contract details via Manager Self Service and monthly 

budgets and advise Payroll Services immediately where an employee’s/worker’s contractual 
details are incorrect.   

 
• To ensure the employee/worker rotas (where applicable) are correct in accordance with E-

roster systems.  Discrepancies should immediately be brought to the attention to 
Organisational E-Systems Teams.   

 
• To ensure payroll workbooks (where applicable) are completed accurately in accordance 

with the employees/workers working pattern. 
 
• Support individuals who have received an overpayment. 

 
 

The Workforce/People Department will: - 
 
• Act as a link between NWSSP Payroll Services, the Line Manager, the Finance team and the 

employee/worker where required. 
 
• Ensure that managers are aware of their requirements to submit payroll data including 

employee/worker change notifications, termination notifications and e-rostering data in line 
with published payroll submission deadlines. 
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• Ensure that managers are aware of the potential for overpayments and their requirement to  
         see that such instances are kept to a minimum. 
 
• Ensure that managers are aware of the Recovery of Overpayments Procedure through the 

inclusion on induction and Manager training programmes.  
 
• Review overpayment data on a regular basis to identify key themes and any areas where 

overpayments are a regular occurrence bringing it to the attention of the respective 
Managers to escalate. 

 
• In conjunction with Senior Finance staff, review and jointly agree any hardship applications 

with regard to extended recovery periods. 
 
• Ensure individuals who are subject to the overpayment process are treated fairly and 

compassionately. 
 
Finance/Accounts Receivable Teams will: - 
 
• Be responsible for issuing invoices to individuals to recover overpayments.  
 
• Agree recovery terms in line with this procedure. 
 
• Progress debt collection procedures where recovery of overpayments is not forthcoming. 

 
 
Local Counter Fraud Teams will: - 
 
• Undertake an initial assessment of any overpayments referred to them by NWSSP Payroll 

Services that meet the three referral criteria 
 
• Respond to any referrals within 5 working days and confirm to Payroll Services 

whether normal recovery proceedings can commence or if further investigation is 
required. 
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APPENDIX B  
 
Reasons for Overpayments  

It is important that all information relating to appointments, changes and terminations are 
completed promptly and accurately by the Line Manager.  Notifications/Staff Movement Advice 
(SMA) must be submitted to NWSSP Payroll Services or updated on ESR via Manager Self-Serve 
(MSS) immediately after they have been agreed. 

Please note that: 

• Employees or workers will continue to be paid according to the details held in ESR until 
Payroll Services are instructed to do otherwise (i.e. via change form or termination form) 

• For changes to be reflected in the next monthly salary, any changes must be notified to 
Payroll Services by the last day of the current month (i.e. changes to be reflected in the April 
salary must be notified to Payroll Services by 31st March). 

• monthly salary payments cover the period to the end of the month and not only up to the pay 
date. 

• If an employee or worker self-declares an overpayment of salary, with their agreement in 
writing, Payroll Services will look to suspend the relevant overpaid element of their pay to 
prevent any further overpayments occurring while the issue is investigated and relevant 
documentation is requested. 

 

Prevention of an overpayment occurring is paramount.    

NHS Wales Organisations must ensure that managers are adhering to policies and 
procedures that minimise the potential for overpayments. 

 
The most frequent reasons for overpayments are: - 

• Late Termination Notification – A termination form, Staff Movement Advice or update via 
Manager Self-Serve must be actioned as soon as it is known that an employee or worker is 
leaving their post, i.e. at the point of resignation, end of contract or on dismissal.    
Consideration must be given to whether the employee or worker has taken the correct 
amount of annual leave. If they have taken more leave than they have accrued, they can 
either work additional hours to repay the time, or they can repay the money. If they are 
owed annual leave, they may be able take the leave off the notice period or can be paid 
instead if required. 
It is important that the termination form is submitted to NWSSP Payroll Services as swiftly 
as possible in case a deduction needs to be made from the final salary payment.  

• Late and inaccurate update of employee or worker contractual hours – as soon as the new 
hours are agreed, the information should be passed on via Manager Self-Serve or an 
employee change form. This should be prior to the date that the employee or worker 
begins working the new hours. 

• Late and inaccurate update of an employee or worker absence (sickness, maternity, 
unpaid leave etc) – absences should be reported via ESR Manager Self-Serve or 
submission of forms to payroll as soon as possible and monitored for the duration. 
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Managers must ensure that the absence is closed as soon as the individual reports as fit 
for work. 
Payroll Services will (on behalf of NHS Organisations) pay ‘average sick pay’ based on 
open sickness absence periods. If the absence is not closed, this may lead to 
inaccuracies.  

• Late or inaccurate reporting of enhancements, overtime, on call, start date, salary, banding 
etc – the manager or supervisor should submit information, changes or variable pay promptly 
and with enough time for it to be processed by Payroll Services. 

• System errors - while these errors do not happen often, once a system error is discovered, 
action should be taken as soon as possible in order to minimise incorrect payments.  
These can include ESR, E-roster and E-Expenses. 

 
Where NHS Organisations have rolled out Manager Self-Service (MSS) in the Electronic Staff 
Record (ESR), the Line Manager should utilise MSS to update employees’ assignments.  If MSS is 
not fully rolled out, information should be communicated to Payroll Services using the forms/Staff 
Movement Advice (SMA) available under Useful Documents through the Organisations page on 
the link below.  

This link also details Payroll Services contact information: Payroll Services (sharepoint.com)  

 
NWSSP Payroll Services will endeavour to keep errors to a minimum, however human error can occur 
due to inaccurate calculation or misinterpretation of information. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D


Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

NWSSP All Wales Overpayment Team 
NWSSP Payroll Services 

4th Floor 
Companies House 

Crown Way 
Cardiff 

CF14 3UB 

Private and Confidential 

Name 
Address 1 
Address 2 
Address 3 
Post Code 

Our Ref: JEC/Assignment number 
Tel: 02921 500100 

Email: NWSSP.AllWalesoverpayments@wales.nhs.uk 

 Date: 
RE: Overpayment of Salary    

Dear 

We are writing to let you know that we have discovered an overpayment of your salary and/or expenses. 

The amount overpaid is £XXX and occurred due to the late submission of information to NWSSP Payroll Services 
relating to a change to your pay that should have been made within the last month. 

The All-Wales Procedure for the Recovery of Overpayments classes such an overpayment as an ‘Adjustment to 
Salary’ and allows the automatic recovery of overpayments of up to 30% of salary, with 0-10% recoverable in one 
month, 10-20% over two months and 20-30% over three months.  Your overpayment was X% of your salary so will 
be recovered over X months. 

If you would like further details of the overpayment or feel the planned automatic recovery is not affordable, please 
contact us on 02921 500100 quoting the reference number above.  The team is happy to help and support both 
employees and managers. 

If you would like more information on how the recovery of overpayments are handled, please read the All-Wales 
Procedure for the Recovery of Overpayments which can be found on the NWSSP Payroll Services sharepoint site 
link Payroll Services (sharepoint.com) 

Yours sincerely, 

Insert OP Team Leader Name 
All Wales Overpayment Team 
NWSSP Employment Services 

APPENDIX C – ADJUSTMENT TO SALARY LETTER 

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
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APPENDIX D – INCOME & EXPENDITURE TEMPLATE 

Income%20and%20 
Expenditure%20Sum 

Tools and calculators | MoneyHelper 

If you find yourself in financial hardship, there may be help or debt advice available from your Trade 
Union. 
You can also check if you may be eligible for any benefits here: 
Tackling Financial Insecurity Together | Turn2us 
Debt advice from reputable sources Get free debt advice - GOV.UK (www.gov.uk) 

https://www.moneyhelper.org.uk/en/tools-and-calculators
https://www.turn2us.org.uk/
https://nhswales365.sharepoint.com/:x:/r/sites/SSP_Intranet_ES/Shared%20Documents/All%20Wales%20Overpayments%20Procedure/Worksheet%20in%20All%20Wales%20Overpayments%20Procedure%20-%20FINAL%20.xlsx?d=wbb98a972db064fe29ce0d25eb4b4509a&csf=1&web=1&e=GF6cdg
https://nhswales365.sharepoint.com/:x:/r/sites/SSP_Intranet_ES/Shared%20Documents/All%20Wales%20Overpayments%20Procedure/Worksheet%20in%20All%20Wales%20Overpayments%20Procedure%20-%20FINAL%20.xlsx?d=wbb98a972db064fe29ce0d25eb4b4509a&csf=1&web=1&e=GF6cdg
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APPENDIX E – OVERPAYMENTS PROCESS DIAGRAM 



Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

NWSSP All Wales Overpayment Team 
NWSSP Payroll Services 

4th Floor 
Companies House 

Crown Way 
Cardiff 

CF14 3UB 

Private and Confidential 

Name 
Address 1 
Address 2 
Address 3 
Post Code 

Our Ref: JEC/Assignment number 
Tel: 029 21 500055 

Email: NWSSP.AllWalesoverpayments@wales.nhs.uk 

 Date: 
RE: Notification of Potential Overpayment of Salary   

Dear 

We are writing to let you know that we have discovered a potential error that may have resulted in an overpayment 
of your salary and/or expenses.  

The potential error was a result of ******Insert reason here******. 

The payroll team are currently looking into this and will be in touch soon to confirm the overpayment, show a 
detailed calculation of the amount and give details of how this can be recovered. 

We have also contacted your manager to advise them of the potential overpayment so they may provide any 
additional information which could help clarify the overpayment calculation. 

You do not need to do anything at this time, but should you want to contact the Overpayments team you can reach 
them on 02921 500055 quoting the reference number above [JEC/Assignment].  The team is happy to help and 
support both employees and managers. 

Please be aware, until the calculations are complete NWSSP Payroll Services will not be able to provide you with 
any overpayment figures, therefore, please allow time for these to be completed before contacting us.  

If you would like more information on how the recovery of overpayments are handled, please read the All-Wales 
Procedure for the Recovery of Overpayments which can be found on the NWSSP Payroll Services sharepoint site 
link Payroll Services (sharepoint.com).  You can access support and advice from Trade Union representatives 
where applicable. 

Yours sincerely, 

Insert OP Team Leader Name 
All Wales Overpayment Team 
NWSSP Employment Services

APPENDIX F – OVERPAYMENT LETTER 1 

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D


NWSSP Payroll Services 
4th Floor 

Companies House 
Crown Way 

Cardiff 
CF14 3UB 

Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

Private and Confidential 

Our Ref: JEC/Assignment 
Department: NWSSP Payroll Services for All Wales Overpayments 
Tel: 029 21 500055 

Email: NWSSP.AllWalesoverpayments@wales.nhs.uk 

Date: 
RE: Overpayment of Salary 

Dear  

Following on from our previous letter dated ** [insert date] ** we can now give more details of your overpayment. 
Please accept our sincere apologies for this overpayment and any upset or inconvenience it may cause you.   

The overpayment is calculated as follows: - 

Period of Overpayment: 

Reason for Overpayment: 

Gross Overpayment: £ 

Less 
Pension: £ 
PAYE: £ 
National Insurance Contributions: £ 
Student Loan: £ 

Net Overpayment Due: £ 

An invoice will be sent to you directly from your previous organisation’s Finance Department so they can begin to recover this 
overpayment.    

Contact details of the Finance Department will be shown on the invoice should you have any queries on how to make payment. 
As you are no longer employed by your previous Organisation the options to repay will be either by bank transfer, standing 
order, cheque or debit/credit card if the facility is available within the Organisation. 

You can arrange an affordable monthly recovery option or choose to repay the amount in full in one payment. Ideally, the 
recovery of the overpayment should occur over the same time period in which the overpayment occurred.  Should you wish to 
discuss a different recovery time frame please contact the Finance Department.  

If you have any queries in relation to the calculation of the overpayment please do not hesitate to contact the NWSSP All Wales 
Overpayments Team by emailing NWSSP.AllWalesOverpayments@wales.nhs.uk, or contact them on 02921 500055 quoting the 
reference number above [JEC/assignment number]. The team are happy to help and support both employees and managers. 

We do understand that overpayments are regrettable and may cause anxiety, so we aim to answer all queries swiftly to 
minimise any upset or distress.  

APPENDIX G - OVERPAYMENT LETTER 2 

Individual remains in post 

mailto:NWSSP.AllWalesOverpayments@wales.nhs.uk


NWSSP Payroll Services 
4th Floor 

Companies House 
Crown Way 

Cardiff 
CF14 3UB 

Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

Private and Confidential 

Our Ref: JEC/Assignment 
Department: NWSSP Payroll Services for All Wales Overpayments 
Tel: 029 21 500055 

Email: NWSSP.AllWalesoverpayments@wales.nhs.uk 

Date: 
RE:  Overpayment of Salary 

Dear  

Following on from our previous letter dated ** [insert date] ** we can now give more details of your overpayment. 

Please accept our sincere apologies for this overpayment and any upset or inconvenience it may cause you.   

The overpayment is calculated as follows: - 

Period of Overpayment: 

Reason for Overpayment: 

Gross Overpayment: £ 

Less 
Pension: £ 
PAYE: £ 
National Insurance Contributions: £ 
Student Loan: £ 

Net Overpayment Due: £ 

An invoice will be sent to you directly from your organisation’s Finance Department so they can begin to recover this 
overpayment.  Contact details for the Finance Department will be shown on the invoice should you have any queries.   As you 
are still employed by your Organisation recovery of the overpayment is possible through monthly salary deductions.  

You can arrange an affordable monthly recovery option or choose to repay the amount in full in one payment. Ideally, the 
recovery of the overpayment should occur over the same time period in which the overpayment occurred.  Should you wish to 
discuss a different recovery time frame please contact the Finance Department.  

If you have any queries in relation to the calculation of the overpayment please do not hesitate to contact the NWSSP All Wales 
Overpayments Team by emailing NWSSP.AllWalesOverpayments@wales.nhs.uk, or contact them on 02921 500055 quoting the 
reference number above [JEC/assignment number]. The team are happy to help and support both employees and managers. 

We do understand that overpayments are regrettable and may cause anxiety, so we aim to answer all queries swiftly to 
minimise any upset or distress.  

Recovery of overpayments will be made in line with the All-Wales Procedure for the Recovery of Overpayments which can be 
found on the NWSSP Payroll Services sharepoint site: Payroll Services (sharepoint.com).  The Procedure also includes a 
budgeting tool to help you work out what you can afford to pay at Appendix H.  You can also access support and advice from 
Trade Union representatives where applicable. 

Yours sincerely 

Insert OP Team Leader Name 
All Wales Overpayment Team 
NWSSP Employment Services

Individual no longer working for the Organisation 

mailto:NWSSP.AllWalesOverpayments@wales.nhs.uk
https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D


NWSSP Payroll Services 
4th Floor 

Companies House 
Crown Way 

Cardiff 
CF14 3UB 

Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

Recovery of overpayments will be made in line with the All-Wales Procedure for the Recovery of Overpayments, a copy of 
which can be provided if requested. 

The Procedure also includes a budgeting tool to help you work out what you can afford to pay at Appendix H. You can also 
access support and advice from Trade Union representatives where applicable. 

Yours sincerely 

Insert OP Team Leader Name 
All Wales Overpayment Team 
NWSSP Employment Services 



NWSSP Payroll Services for All Wales Overpayments 
4th Floor 

Companies House 
Crown Way 

Cardiff 
CF14 3UB 

Gwasanaethau Cyflogaeth yn is-adran o fewn Partneriaeth Cydwasanaethau GIG Cymru 
Employment Services is a division of the NHS Wales Shared Services Partnership

Private and Confidential 

Our Ref: JEC/Assignment 
Number 

Department: NWSSP Payroll Services for All Wales Overpayments 
Tel: 029 21 500055 

Email: NWSSP.AllWalesOverpayments@wales.nhs.uk 

Date: 
RE: Overpayment of Salary 

Dear Manager 

We are writing to let you know that a potential overpayment of salary has occurred for a member of staff that you line manage.  

Details of the potential overpayment of salary are noted below: 

Employee Name:  

Assignment Number:  

Period of Overpayment:  

Reason for Overpayment: 

Next Steps… 

Once the overpayment has been verified and processed in ESR, both you and the employee will receive a further letter which 
will confirm the overpayment and show a detailed calculation of the amount.  It may take up to 14 days from the date of this letter. 

The employee will then be issued with an invoice from your Organisation’s Finance Team with instructions on how recovery of 
the overpayment can be made. 

As the manager of the individual who has been overpaid, please could you discuss the overpayment with them and ensure they 
understand the need to repay the overpaid funds and that all overpayments are recoverable regardless of fault.   

The employee will need to be made aware that if they do not repay the overpayment, the Organisation has the right to engage a 
debt collection agency or take legal action in order to recover the debt. 

Please be supportive of your employee and draw their attention to the tools at Appendix D of the Procedure mentioned below if 
they need help to work out what is affordable. 

For full details of how the overpayment will be treated, please refer to the All-Wales Procedure for the Recovery of Overpayments 
which can be found on the NWSSP Payroll Services SharePoint site: Payroll Services (sharepoint.com) 

You will also be sent an Overpayment notification form to complete electronically.  The information gathered will support your 
Organisation to monitor overpayments, understand how they occurred and what measures have been put in place to avoid future 
overpayments. 

If there are any questions about the overpayment, please contact the Overpayments Team on 02921 500055 quoting the 
reference number above [JEC/assignment].  The team are there to help and support employees and managers. 

Yours sincerely 

Insert OP Team Leader Name 
All Wales Overpayment Team 
NWSSP Employment Services 

APPENDIX H – LINE MANAGER LETTER 

https://nhswales365.sharepoint.com/sites/SSP_Intranet_ES/SitePages/Payroll-Services.aspx?xsdata=%3D%3D&sdata=YWtJckwxTy9INkY5V3dud3Fpd0NsNnNMMGRXQ01OZVBleFVEMDBYKzFvTT0%3D&ovuser=bb5628b8-e328-4082-a856-433c9edc8fae%2CLinsay.Payne%40wales.nhs.uk&OR=Teams-HL&CT=1689592362930&clickparams=eyJBcHBOYW1lIjoiVGVhbXMtRGVza3RvcCIsIkFwcFZlcnNpb24iOiIyNy8yMzA2MDQwMTE3NyIsIkhhc0ZlZGVyYXRlZFVzZXIiOmZhbHNlfQ%3D%3D
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APPENDIX I – SALARY OVERPAYMENT DEDUCTION 

Deduction direct from Salary Payment – Authorisation Form 

Name: 

Assignment Number: 

Health 
Board/Trust/SHA: 

Department: 

I authorise NHS Wales Shared Services Partnership Payroll Services to deduct the sum of £ _________ 
direct from my Salary each month. 

I understand that this will be deducted as a Net payment and that this deduction will continue until the 
overpayment £ __________ has been repaid in full. 

I give my full consent for this deduction. 

If my employment comes to an end, I agree that I will contact the Finance department to discuss options 
to either recover the outstanding balance of the overpayment from my final pay or agree how payment 
of the outstanding balance will be made. 

Signed ___________________________________________  

Print Name ________________________________________ Date:  _________________ 

Once completed, please email to  [Organisations to insert their accounts receivable teams 
email]. 

Finance Teams to note recovery of the overpayment is being made in instalments via salary 
deduction and then forward this deduction authorisation form to 

NWSSP.AllWalesOverpayments@wales.nhs.uk for Payroll services to action 

mailto:NWSSP.AllWalesOverpayments@wales.nhs.uk
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APPENDIX J – COUNTER FRAUD INITIAL ASSESSMENT - INFORMATION REQUIRED 

Individuals Name 

Pay Group / Pay Number 

NHS Organisation 

Job Title 

Pay Grade /Hours  

Full/Time Part time 

Grade Hours 

Workplace / Location  

Value of Overpayment 
Please attach O/P Breakdown  

Gross  Net 

Period of Overpayment Date From  Date to 

Reason for overpayment 

Dept / Manager contact 
name and details 

Payroll Services Contact 
details 

Salary Overpayment 
contact details 

Please confirm what 
checks have been made 
to verify whether the 
individual has contacted 
Payroll Services 

Checks made by: 

Date:  

FURTHER DETAILS OF INDIVIDUAL: 

Address 

Date of Birth 

NI Number 

Bank A/C details 

Form Completed by:        Date:  

Please add any further details which may assist the Local Counter Fraud Team with their review: 

Please do not contact individuals without consulting your Local Counter Fraud Service team.  

Please report any further contact to or from the individual to the Local Counter Fraud team immediately. 
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Sheet1

		MONTHLY INCOME & EXPENDITURE SUMMARY



		Name:

		Address:







		Number of adults in the household:

		Number of dependents in the household:



		Monthly Income		£

		Wages

		Partner's wages 

		Benefits

		Other Income (please list)







		Total Income		£0.00		(A)





		Monthly Expenses		£

		Mortgage/rent

		Loans

		Ground rent/service charges

		Home Insurance

		Life insurance/endowment

		Council tax

		Gas

		Electricity

		Water

		Food/housekeeping

		Travel

		Telephone

		TV licence/rental

		Other expenses (please detail)







		Total Expenses		0		(B)



		Total Income (A)		£0.00

		Total Outgoings (B)		£0.00

		Income available for creditors		£0.00		(A) minus (B)









