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The client mistakenly deducted a student loan payment from an employee.
Usually, this would require a payroll rollback to correct.
However:
❌ The client preferred not to disturb previously submitted payroll records
 ❌ HMRC and software support channels recommended solutions the client
couldn’t adopt
 ❌  The P32 report also reflected incorrect liabilities, putting compliance at
risk

This created a complex situation where standard procedures weren’t viable,
and a custom solution was necessary.

Introduction
Even minor adjustments can cause significant ripple effects regarding
payroll, especially if they involve student loan refunds. One client
approached Corient Business Solutions with a unique challenge: process a
refund through payroll without disturbing historical data.
Most solutions, including those recommended by Xero Support and HMRC,
required a payroll rollback. However, the client wanted to avoid that route.
With Corient’s payroll expertise and a creative approach, the issue was
resolved — efficiently, accurately, and in full compliance.

The Initial Problem: What Went Wrong?



Corient contacted HMRC and Xero Support to gather insights on official
refund procedures. While both recommended a rollback, our team didn’t
stop there.
We began internal discussions and explored alternative approaches that
would:
✅ Avoid rolling back payroll
 ✅ Still reflect accurate adjustments in the P32 report
✅ Maintain compliance and data integrity
This proactive mindset laid the groundwork for a unique workaround.

Corient’s First Solution: The Fix

The New Problem: A Surprise Roadblock

Despite clear communication with support channels, no direct payroll-
based method was provided that could do both of the following:

Reverse the student loan deduction

And correct the employer’s NIC liability in the P32 report.

It became clear that this solution would require technical knowledge, deep
payroll expertise, and confidence in making manual adjustments.



Here’s how Corient successfully implemented the workaround step by step:
📞 Step 1: Client Consultation and Research
 Educated the client on standard solutions, then conducted additional internal
research to find a viable payroll-based alternative.

📤 Step 2: Engaged With HMRC and Xero Support
 Held multiple calls to gather technical insights — though standard advice still
involved rolling back payroll.

📚 Step 3: Designed a Custom Payroll Adjustment Strategy
 Planned a manual correction via an unscheduled payroll using a negative
student loan deduction.

🧾 Step 4: Processed an Unscheduled Payroll
 Processed a new payroll run where the refund was manually entered and
adequately tagged to ensure P32 reflection.

📊 Step 5: Verified P32 Report and Data Integrity
 Cross-checked the adjustment in the P32 report and confirmed it complied with
statutory payroll requirements.

Corient’s Second Solution: Fixing the New Problem

The Final Outcome: Success Story

The student loan refund was successfully processed without rolling back the payroll.
The P32 report was accurate, compliance was maintained, and payroll data remained
intact.

https://corientbs.co.uk/


This case proves that not every payroll issue has a one-size-fits-all
solution. When compliance, data integrity, and employee compensation
are at stake, you need a partner who can think outside the box.
At Corient, we specialise in tackling the payroll challenges others avoid —
whether it’s:
 ✔ Student loan refunds
 ✔ Avoiding disruptive rollbacks
 ✔ Correcting P32 reports or compliance issues

Our payroll outsourcing services are built for precision, speed, and
confidence — no matter how complex the situation.

🚨 Facing a payroll issue that needs more than a textbook fix?
 Let’s find your best way forward.

 "Corient delivered a solution others couldn’t.
Their proactive thinking helped us fix a
difficult issue without disrupting our
systems."

Key Takeaways: Why This Matters for Businesses

What the Client Said

https://corientbs.co.uk/services/payroll-outsourcing/

