


















       Appendix 1 

Strengths

-  Comprehensive policies and procedures

    etc

-  A commitment to customer services

-  Efficient Service Provision

-  Effective training of Staff

-  Sound counter-fraud policies and 

    procedures

-  Improving Performance

-  Commitment to improvement from all staff

-  A systematic and proven track record of

    implementing change.

-  75% of processes benchmarked in top or 

   second quartile

-  Implementation of e-government to date

   i.e. 24 hour on-line payment facilities

-  Meet 77% of HB/CTB Performance 

    Standards
Weaknesses

-  Failure to achieve top quartile

    performance targets

-  Telephone service to Public

-  Forms and Publicity

-  Written communications

-  Staff Sickness

-  Managing Backlogs

-  Not analysing effectiveness of methods of

   recovery.

-  Failure to fully meet HB/CTB Performance

   Standards

-  Reliance on IT

-  Inability to provide staff cover in other

   teams/areas of work.

-  Lack of face-to-face customer service

   points 

-  Delays in Appeals administration 

   (long-term)



Opportunities

-  Management Re-organisation introducing

   Customer Contact Centre

-  Regional Government and economies of

    scale

-  Government’s Agenda – real opportunity

   to improve welfare services to the

   customer

-  E-government in improving service

   access

-  Review front office and back office

   functions in delivering service 

    improvements inc. CRM

-  Review staff security on external visits
Threats

-  Competition for Key Staff

-  Government and Council’s Agenda 

   requiring downsizing of Revenues and

   Benefits Services

-  Regionalisation – potential for shifting

   responsibility for providing Revenues

   and Benefits Services

-  Closure of post offices reducing the 

    payment options in urban and rural 

    areas



