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Due to the Revenues and Benefits Business Monitoring report now being rescheduled for Overview and Scrutiny on 11 February 2004 updated performance monitoring information is attached at Appendix 1.

Progress on key developments, challenges and budget projections are in line with comments as set out in the report.

Further progress has been made on the Best Value Review of Revenues and Benefits with the scope being agreed by Overview and Scrutiny Management Committee on 29 January 2004.  The first progress report on the Review will be submitted for member scrutiny in March 2004.
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Peter B Mason
Ext:
7270

APPENDIX 1

PERFORMANCE INDICATORS UPDATE

The Unit is monitored against the following Corporate Plan Performance indicators.

Reference
Performance Indicator
2002-2003 Actual
2002-2003 Target
2003-2004 Actual (to end Dec 03)
2003-2004 Target
Comments

BV9


in-year’ Council Tax Collections Levels
96.3%
96%
85%
96.5%
Performance to date suggests that this target will be bettered despite the record increases in Council Tax levels in 2003/04

BV10
in-year’ NNDR (Business Rates (Collection levels)
98.6%
98%
89.5%
98.3%
It is likely the NNDR collections will achieve ‘top quartile’ for the first time.

BV76
Number of prosecutions & sanctions – reward target
£27,000
£18,000
£36,400
(£33,000 for 3rd Q)
Successful prosecutions, sanctions and administrative penalties to date suggest that target will be met.



BV78A
Average time to process new claims
48
46
52

(Q3=36)
35
see note i) below

BV78B
Average time to process changes in circumstances
16
16
24

(Q3=8)
8
see note i) below

BV78C
Percentage of renewals processed on time
72
75
45

(Q3=60.5)
82
see note i) below

BV79A
Accuracy of processing
97.8%
97%
97% first qtr 2003/4
97%
Likely to achieve target

BV79B
‘In year’ Overpayment recovery performance
55.4%
53%
48%
55%
Likely to achieve target

by year end 

BV80
Users Satisfied with ways they can make contact
N/A
N/A
75

(first half of survey)

Top quartile likely to be between 78 and 82%.

BV80
Satisfied with the service in the office
N/A
N/A
79

(first half of survey)

Top quartile likely to be between 78 and 82%.

BV80
Satisfied with telephone service
N/A
N/A
66

(first half of survey)

Likely to be bottom quartile. High priority for new Customer Contact Centre.

BV80
Satisfied with the staff in the office
N/A
N/A
84

(first half of survey)

Likely to be top quartile.

BV80


Overall satisfied with the service
N/A
N/A
78

(first half of survey)

Top quartile likely to be between 78 and 82%.

BV94
Cost per journey of subsidised bus services
.32p
.39p
.33p
.39p
Cost per journey will increase due to free travel over Xmas period.

Notes on PIs:

i)
BV78A Average time to process new claims

BV78B Average time to process  changes in circumstances

BV78C Percentage of renewals processed on time.

As indicated in the main body of the report due to technical problems on the introduction of communal garden charges (which are eligible for benefit) by CHA, the Council’s Housing Benefit system was corrupted.  The impact was that up to two months assessment work backlog built up as staff had to manually recalculate approximately 2,500 housing benefit assessments.  Whilst a robust action plan was put in place to clear the resulting backlog performance against targets for the first 2 quarters deteriorated significantly i.e.




Target

1.4 – 30.9.03

      3Q 


(top quartile)

BV78A
  35

          59

       36


BV78B
    8

          38          
         8


BV78C
  82%    
          42% 

    60.5%


As can be seen third quarter performance to date has significantly improved.

PETER B MASON

Head of Revenues & Benefits Services

Contact Name:  Peter B Mason



Ext:
7270

Revenues & Benefits

Carlisle  
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