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BEST VALUE REVIEW OF REVENUES AND BENEFITS SERVICES

1. INTRODUCTION

1.1 This report updates Members on work undertaken in progressing the Best Value Review of Revenues and Benefits Services in the period 1 July 2004 – 30 September 2004.

1.2 The aim of the review being to turn a ‘good’ performing Revenues and Benefits Service into an excellent service.  It will be measured by effectiveness and efficiency of service delivery and taking account of customer satisfaction and its contribution to the broader aims of the Council.

1.3 As set out in the scope and work plan agreed by O & S on 1 April 2004, Members are requested to scrutinise investigations undertaken, findings and proposed action (and timetable) to improve service delivery in the following areas.

i) Forms, Publicity and Written Correspondence 

Paper 1

ii) HB/CTB performance standards 2nd Review 

Paper 2

iii) Analysing effectiveness of Recovery methods

Paper 3

iv) Homeworking Issues to be addressed


Paper 4

1.4 Individual presentations will be given on papers 1,3 and 4.

2. BEST VALUE REVIEW ACTION PLAN

2.1 The Action Plan detailed at Appendix A has been updated to include required actions to progress service improvements as set out in Papers 1 – 4.

2.2 The Action Plan has also been updated to advise on progress on actions as agreed by O & S Committee on 1 April 2004 and 3 August 2004.

2.3 The Action Plan as a working document is being updated on a daily basis in response to any progress made on the Best Value agenda for service improvement.

3. SCRUTINY

The Committee is asked to scrutinise the investigations, findings and proposed actions as set out in Papers 1 to 4 of the report and the Action Plan detailed in Appendix A.

Peter B Mason

HEAD OF REVENUES AND BENEFITS SERVICES

Contact Name:  Peter B Mason

Ext:  7270

Revenues & Benefits

Carlisle  

28 October 2004  
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PAPER 1

REVENUES AND BENEFIT SERVICES

BEST VALUE REVIEW
ACHIEVING EXCELLENCE

Improving Forms Publicity and Written Correspondence

Prepared by Elaine Turner IRRV DMS ACFM

Benefits Manager

1.
ISSUE
1.1
Nationally and locally, customers, landlords and other agencies (e.g. Age Concern, Citizen’s Advice Bureau) have fed back how difficult the Benefit forms, determinations and notifications are to complete or understand: especially for elderly people or those with special needs. 

1.2
Carlisle’s Benefits Customer 
Care Satisfaction Survey, conducted during 2000, rated the clarity of forms at a 56% satisfaction rate.  The same survey conducted during 2003 saw the rating dip slightly to a 55% satisfaction rate.  Neither of these ratings is at an acceptable level.

1.3
Unfortunately, the Benefit Claim form design is dictated by good practice models which, if not adhered to, leave the Council open to internal/ external audit and Benefit Fraud Inspectorate (BFI) criticisms and failure to meet the Housing and Council Tax Benefit Performance Standards.

1.4
The Department for Work and Pensions (DWP) has split its functions into two:

i)
The Pension Service – dealing with persons of 
pensionable age; 

and

ii)
Job Centre Plus – dealing with persons of working age.

The two services have steadily diverging strategies and operational policies.

1.5
The Housing and Council Tax Benefits computer software has a limited templating facility within which to produce documentation.  There are no text enhancement capabilities and no means, at present, of separating different groups of claimants e.g. those of working and non-working age. 

1.6 A major issue is that the Council has inadequate information leaflets available for the Public to take away.

2.
INVESTIGATIONS UNDERTAKEN AND FINDINGS

2.1
Leaflets
Various local authorities (including excellent councils) have been contacted and samples of Benefits information leaflets from Canterbury City, Ipswich Borough, Blackpool Borough and The Greater Manchester group of local authorities have been obtained.  

2.2
DWP leaflets have been obtained, where available, and those relating to Housing and Council Tax Benefit and noted where they are available in different languages e.g. Welsh, Arabic, Bengali, Chinese, Gujarati, Somali, Urdu and Vietnamese. 

2.3
Leaflets from The Pension Service were requested but there doesn’t appear to be any inventory.  As the Burnley Pension Centre is under impending closure in favour of an Appeals Service Centre, it is proving difficult to persuade any individual to take responsibility for dealing with the request although it is a requirement of the Service Level agreement recently signed. 

2.4
A comprehensive appeals leaflet was designed and printed in August 2004 as part of the Best Value Review covering appeals administration.

Benefit Claim Form

2.5
Carlisle’s current Housing and Council Tax Benefit Claim form was designed on the BFI’s model national claim form.  Unfortunately, this design has since been replaced by the DWP’s national model claim form.  The information is still onerous in both but the main difference between the old and new model forms is the landscape layout making it appear similar to all other DWP Benefit claim forms.  In addition, the DWP form has two versions i.e. one for working and one for non-working age.  Landscape documents are not the easiest to use on a document image processing (DIP) system.

2.6
The DWP are scheduled to roll out their Customer Management System (CMS) into the Carlisle Job Centre Plus office on 25th July 2005.  This will allow them to take information on our behalf but to our Verification Framework standards i.e. evidence requirements.

Written Communications

2.7
A national bid, by Bath and North East Somerset, Bristol City and South Gloucestershire Councils to The Performance Standards Fund has resulted in the approval of a project for seven national leaflets.  The content of the first two of those leaflets has already been determined as follows:

· Help with Rent and Council Tax for Pensioners

· Help with Rent and Council Tax for Working Age

2.8
A national bid, by 
Academy Information Systems, to The Performance Standards Fund has resulted in funding being made available to improve the existing Benefits templates.  However, the bid concentrates on the content of the letters complying with the legislative requirements and demonstrating plain English.  There is no scope for personalisation, simplification or enhanced presentation.

2.9
Academy, in partnership with XL Print, promote Academy ‘ProPrint’ to allow direct user control and convenient document design to simplify benefit letters.  ProPrint allows text enhancement, ‘MS Word’ functionality, full colour, calculation facilities and personalised content based on identifying fields e.g. date of birth.

2.10
Benefit award letters have been obtained from a different software supplier.  This supplier obtained Performance Standards funding in the first year of the scheme in order to simplify its Benefit award, interim payment and overpayment notification letters.

2.11
Samples of Eden District Council’s Benefit Award Letters have been provided, by Carlisle and District Citizen’s Advice Bureau, as they prefer the layout of Eden’s award letters.

3.
MEASURES REQUIRED TO RESOLVE/IMPROVE FORMS, PUBLICIY AND WRITTEN CORRESPONDENCE
3.1
Leaflets
A range of thirteen Council Tax and Housing Benefit information leaflets have been drafted and passed to both Age Concern and The Citizen’s Advice Bureau for assessment and comment.  Samples have also been made available for the Overview and Scrutiny Committee and feedback would be greatly appreciated.  The leaflets cover the following subjects: 

· Housing Benefit & Council Tax Benefit for people who work

· What happens when you have been paid too much Housing Benefit or Council Tax Benefit

· Changes you need to tell us about if you are claiming Housing Benefit and/or Council Tax Benefit

· Council Tax Benefit

· Help with your rent for private tenants

· How other people in your home affect your Housing Benefit and Council Tax Benefit

· Housing Benefit and Council Tax Benefit for students

· How to claim Housing Benefit and Council Tax Benefit

· A guide to Housing Benefit and Council Tax Benefit for landlords

· A guide to the maximum income you can receive to get Housing Benefit and Council Tax Benefit

· Discretionary Housing Payments – help you can get to top up your Housing Benefit and Council Tax Benefit

· Housing Benefit and Council Tax Benefit – can your claim be backdated?

· Housing benefit and Council Tax Benefit for People who are away from home

Once comments have been received and incorporated into the revised versions of the documents, the leaflets will be printed and made available to the Customer Contact Centre.

Initial printing will be in-house and low volume to allow for testing Customer satisfaction levels and comments before producing the final, glossy versions.   

Benefit Claim Form

3.2
Once current stocks are used, the Benefit claim form will be remodelled on the approved DWP national form so the claim forms look similar to the customer/claimant regardless of which organisation they approach in order to claim Benefit and regardless of the viewing difficulties within the DIP system.  Fraud requirements prevent the forms being identical but there will be a separation between working and non-working age forms.

3.3
The roll out of the DWP’s Customer Management System will also help achieve a more seamless/joint approach by the two organisations. 

Written Communications

3.4
The Council has purchased Academy ProPrint in order to enhance the display and clarification of the correspondence issued.  A bid for £5,500 has been made to the Performance Standards Fund for additional consultancy to create the initial Benefit templates in time for main billing/annual uprating 2005/06.  Unfortunately, due to current I.T. resource commitments to the Customer Contact Centre and ‘Connecting Cumbria partnership’, the project has been delayed until February 2005.  This timetabling may prove too high risk for annual uprating process.

3.5
Once the product has been incorporated into Benefits, it will be timetabled to be rolled out to Revenues as soon as possible thereafter.

3.6
The intention for ProPrint is to design simpler, clearer communications e.g. a front award sheet detailing the basic Benefits entitlement information with additional pages giving the required statutory information that most claimants are not too interested in.  Longer term the functionality is being designed to allow a joint Housing and Council Tax benefit award letter: rather than separate letters as at present.  Personalised paragraphs will be designed to be added, as appropriate, to personal circumstances e.g.

· The different (lessor) requirements regarding notifying change in circumstances for persons of non-working age;

· The promotion of Discretionary Housing Payments (DHPs) where restrictions are applied to the eligible rent; 

· Special provision for overlapping Benefit where a claimant enters a care home, is responsible for charges in the care home and has an unavoidable liability in relation to ending the tenancy of their previous home.

3.7
The national project for plain English within the Academy templates can only add to the improvements required using ProPrint.

3.8
The sample letters obtained will be used to aid design and, again, the draft designs will be passed to Age Concern and The Citizen’s Advice Bureau for comment and suggested improvements before finalising the design.  A further customer satisfaction survey may be carried out once the new correspondence is introduced: subject to corporate survey approval from Strategic and Performance Services.

4.
SUMMARY OF ACTIONS REQUIRED TO IMPROVE FORMS, PUBLICIY AND WRITTEN CORRESPONDENCE
4.1
To improve forms, publicity and written correspondence, the following summary actions need to be undertaken:

i)
Arrange for consultation with welfare agencies on draft Council Tax and Housing Benefit Information Leaflets, then test out customer satisfaction levels before mass production.

ii)
Arrange for DWP and Pension service Leaflets to be available within the Customer Contact Centre.  This will include a selection written in the different languages.

iii) Redesign two versions (working and non-working age) of the current Housing and Council Tax Benefit claim form, based on the DWP national model forms, when current stocks are depleted.

iv) Redesign the benefit determinations and notification letters, based on good practice examples and using ProPrint functionality, for consultation with welfare agencies before final production.

v) Roll out ProPrint into Revenues when Benefit implementation is complete.

vi)
Timetable improvements to Benefit and Revenues templates to provide additional information based on personal circumstances.

4.2
These initiatives have been incorporated into the Best Value Review 

Action Plan.

PAPER 2

REVENUES AND BENEFITS SERVICES

BEST VALUE REVIEW

ACHIEVING EXCELLENCE

Housing Benefit/Council Tax Benefit

Performance Standards (2nd Review)
Prepared by Peter B Mason

Head of Revenues ands Benefits Services

1. INTRODUCTION

1.1 In the Best Value Progress report considered by members on 3 August the role of the performance standards in improving Housing Benefits administration was explained.  The standards providing a strict framework for service delivery designed to assist the Council :-

i) Analyse risks in its benefits processes and counter-fraud activity.

ii) Set standards of what makes up effective and secure Housing Benefit delivery.

iii) Identify what needs to be achieved to deliver an effective service that meets wider strategy objectives and strengthens accountability.

iv) Benchmarks performance to identify areas of administration where improvements may need to be made.

1.2 The report informed members of the exercise undertaken to benchmark Carlisle’s Housing Benefits service against the standards.  Also, where standards were not being met the action taken or to be taken in an effort to meet 85% of the standards by 1 April 2005.

2. STANDARDS ACHIEVED SINCE JUNE 2004

2.1 Noted at Appendix 1 are the significant standards that have been achieved since June 2004.

2.2 Noted at Appendix 2 is a summary of progress against the 562 performance standards indicating that 515 or 92% are now being met compared to 500 or 89% in June 2004.

3. PROGRESS AGAINST STANDARDS CURRENTLY NOT BEING MET

3.1 In the report of 3 August members were advised that action required to be undertaken by the Council to meet the standards fall into 4 categories.

i) Minor changes in procedures, practices etc  

The action needed to meet such standards is not resource intensive and will be taken during the review timetable i.e. before 31 March 2005.

ii)
Major changes in procedures with set up cost implications


All such standards now being met.

iii)
Corporate changes in procedures required

The Council’s Strategic and Performance Services Unit are considering policy requirements in such areas.

iv)
Major changes in administration with significant on going cost implications

The most difficult standards still to be met are those which to implement would result in significant on going resource implications.  The situation is complicated by the fact that I (personal view) do not agree that meeting these particular standards would improve benefits administration and service delivery.

3.2 To meet the 85% target of standards to be met by 1 April 2005 the Council needs to make further progress on the meeting the processing of claims standards.  Currently 72 of the 91 standards (79%) are being met i.e. 19 standards are not currently being met (see Action Plan pages 9 - 10).

3.3 Most of the processing of claims standards still to be met fall into the ‘major changes in administration’ category with significant ongoing cost implications.

3.4 All through the standards (e.g. see Action Plan page 10) a laid down requirement is that 10% of assessment decisions are checked in very great detail, before decision notices are sent out to the claimant each day.  With up to 18 staff working on the assessing of benefits (and support staff) up to 2 staff could be needed to resource such checking procedures.

3.5 The reason that these standards are questioned (very forcibly in letters I have sent to the DWP) is that numerous post despatch checks of assessment decisions are already instigated under statutory BV indicator requirements.  In addition, District Audit and Internal Audit check significant number of claims as part of their annual audits and other post despatch checks are undertaken as part of the appeals process.

3.6 All post despatch determination checks are consistent in indicating results of 98% accuracy by determination and 99.8% accuracy in benefit paid out.

3.7 All the evidence therefore suggests that further 10% pre despatch checks are not required.

3.8 Very detailed responses (by myself) to consultation invited by the DWP have been unsuccessful in getting a re think on these standards.  To be fair to the DWP, these standards are national and the DWP has evidence that not all Authorities (and other welfare benefits assessors) have Carlisle’s accuracy levels.  Also a 10% pre despatch check would highlight any big one off software corruptions before affecting claimants (but you do not need to do anything like a 10% check to identify such a problem).

3.9 The DWP has set aside a significant sum in a Performance Standards Fund to help Local Authorities to deliver improvements i.e. £200m over 3 years and the funding is being targeted at specific areas e.g. bringing performance up to the Best Value Performance Indicator standard required.

3.10 In the circumstance the Benefits Manager has submitted a proposal to the Performance Standards Fund requesting the DWP to provide a grant to resource a pilot initiative of undertaking a detailed 10% check of benefit determinations before despatch to the claimants.

3.11 Details of the proposals submitted are as follows.  The Standards Fund to meet the set up, equipment and salary costs of an experience assessment officer (with management support) investigating/producing procedures and actually undertaking a 10% check of benefits determinations pre despatch.  The pilot to run for 16 months and the total cost to be met by the Standards Fund being £34,294.

3.12 As part of the pilot an assessment of long term resource requirements and any outcomes i.e. more accurate assessments, will be determined.  The Benefit’s Manager is confident that any long term pre determination accuracy checking introduced as a result of the pilot will be resourced from future efficiencies in the assessment process.

3.13 A similar bid has been submitted to the Standards Fund to resource the Landlord Standards not currently being met (see Action Plan page 1).  Unfortunately the Council has been advised informally that this bid is unlikely to be successful as the bid proposes a temporary rather than a permanent increase in the Benefits establishment.

4. SUMMARY

4.1 This paper advises members of recent progress made in progressing the Best Value Review target of meeting 85% of all 562 Housing Benefit Performance Standards by 31 March 2005.

4.2 Subject to the accuracy checking pilot detailed in 3 of this paper being funded by the DWP Standards Fund, the target of 85% will be exceeded in respect of all standards by 1 January 2005.

4.3 Adherence to Action Plan targets on meeting standards will be monitored and progressed by the Unit’s Project Officer on a regular basis.

4.4 Quarterly reports will be submitted to Corporate Resources Overview and Scrutiny Committee for scrutiny on a quarterly basis as part of the Best Value review progress reports.

Revenues & Benefits

Carlisle 

16 November 2004 
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PAPER 3

REVENUES AND BENEFITS SERVICES

BEST VALUE REVIEW
ACHIEVING EXCELLENCE

Strategy for Continuous Improvement in 

Revenues Collection and Recovery

Prepared by
Peter B Mason

Head of Revenues and Benefits Services

1. ISSUE

1.1 In striving for excellence in administration, collection and recovery of Council debts i.e. Council Tax, Debtors, NNDR, Housing Benefit Overpayments etc the Council must evidence.

i) Efficient effective and improving collection performance when measured against National Best Value Performance indictors.

ii) Effective practices and procedures to assist debtors in financial difficulties to meet their liabilities.

iii) Robust strategy supported by accurate management information to assist in evidencing the above and planning future improvements where required.

1.2 The Council can demonstrate improving year on year collection performance over the last five years i.e.

      BV9

  BV10
        BV79B

Council Tax

NNDR

Overpayment of




Collection

Collection
Benefit




        %

        %
         %

1999/2000

    95.7

     96.6
Not available

2000/01

    95.9

     97.3
Not available

20001/02

    96.1

     97.8
51.5

2002/03

    96.3

     98.6
47.5 *Revised Indicator

2003/04

    97.0

     99.2
54.5 *Revised Indicator

1.3
It can also demonstrate and evidence effective practices to assist debtors in financial difficulties to meet their debt payment schedules i.e. anti-poverty strategy, improving Housing Benefits administration.

1.4 However the Council’s long term continuous improvement strategy and supporting management information needs to be better focused in the following areas to demonstrate excellence in this aspect of Revenues and Benefits administration.

· Long term collection performance targets in respect of level and age of debt.

· Monitoring effectiveness of different recovery methods.

· Raising the profile of collection performance with members.

1.5 This paper looks at these issues and recommends action where appropriate to improve recovery, policies, practices and procedures.

2. INVESTIGATIONS UNDERTAKEN TO DATE

2.1 Under the ‘compare’ Best Value Review discipline recovery staff have contacted Authorities with better Collection Rates than Carlisle (also all Cumbrian Authorities).

2.2 Internal audit was also requested to undertake an independent comparison of recovery practices in Carlisle when compared to other Authorities.

2.3 Papers and reports in respect of the above initiatives have been evidenced on the Best Value Review evidence file (CD-ROM).  Where appropriate initiatives followed by other authorities have informed the strategy for continuous improvement in Revenues Collection and Recovery. 

3. STRATGEY FOR CONTINUOUS IMPROVEMENT IN COLLECTION PERFORMANCE

3.1 Collection performance like other high profile performance indicators is highly reliant on the social/economic mix of its customer base.

3.2 The more affluent the customer base the likelier it is for accounts to be paid on time.

3.3 Unfortunately despite high profile practitioner lobbying the Audit Commission has been reluctant to take into account the fact that Councils have different levels of social/economic mix of residents when setting and comparing performance against collection indicators.

3.4 Taking Council tax as a case study, the Best Value Performance Indicator (BV9) measures and compares the Council’s performance based on the percentage Council Tax collected in the year demanded.
3.5 Collection performance in year demanded is heavily influenced by the following

i) social/economic mix of authority measured via nationally calculated deprivation indicator  

ii) mobility of local population i.e. higher the mobility the bigger the negative effect on collection rates

iii) whether Authority has and more importantly adheres to an anti-poverty strategy i.e. when payments are spread they are more likely to be collected (eventually) but not in the year demanded.

3.6 Overall where Authorities follow identical Council Tax collection and recovery practices affluent Councils with less mobile residents i.e. mainly rural Authorities will have significantly better ‘in year’ cash collection performance than less affluent Councils with highly mobile populations e.g. inner City Authorities.

3.7 Comparing Councils ‘in year’ collection performance can therefore be misleading unless such factors are taken into account.  For example in Education where exam performance is compared between different schools (where differences in social/economic mix again has significant effect) include a ‘value added’ performance indicator which measures how much the school has improved the pupil.

3.8 To be fair to the Audit Commission they are attempting to improve collection BV indicators to actually monitor performance on all arrears rather than current arrears.  Unfortunately although since 2002/03 they have collected the information from Councils they have not yet been able to update performance indicators in this respect.

3.9 Noted in the appendices are cash collection comparative figures to illustrate the above observations.

Appendix 1 – evidences continuously improved Council Tax in year collection performance over last 5 years.

Appendix 2 – evidences continuing improved performance on recovering older arrears (over 12 months old) over last 5 years.  Note it is the Council’s success in recovering old arrears that contributes to Council Tax surpluses that reduce the Council’s headline Council Tax rates.

Appendix 3 – evidences Carlisle’s collection performance against Councils with similar levels of deprivation (lower the deprivation number the more deprived).

Appendix 4 – compares the Council’s performance against CIPFA’s ‘family’ of like Councils.  As can be seen from the deprivation indicator many of the districts the Council is compared with are very affluent (Carlisle being the 4th most deprived).  It is disappointing to note that despite its year on year improvements in the amount of Council Tax collected it is still in the bottom quartile under this measure.

Appendix 5 – compares the Council’s performance against its original (mainly Historic Cities) family group (up to 2002).  This is the group that the Council has been benchmarking its performance against for the last 5 years.  Also this is the group of Authorities that Carlisle has sought to improve against in relative terms against.  For the first time we have moved into second quartile when benchmarking against this group.  It’s interesting to note that of all benchmarking partners only Ipswich have similar anti-poverty practices.

3.10 Overall the benchmarking data detailed in appendices 1 – 5 evidences that the Council is improving in benchmarking terms.  Whilst for the reasons stated in 2.2 to 2.6 above the Council is unlikely to ever reach top quartile there is still some improvement to be made in year in year collection performance.  

3.11 The current target for BV9 indicator i.e. % Council Tax collected (in year), is set out in the Council’s corporate plan.  It is suggested taking account of increased collection performance to date that targets are increased as detailed below.

Corporate Plan Target
Suggested Target

BV9

2004/05

96.6%



97.1%

2005/06

96.7%



97.2%

The positive effect of increasing collection performance targets is that the Council can reduce its losses on collection provision set as part of the Council Tax Taxbase calculations from 2% in 2004/05 to 1.5% in 2005/06.  The effect of this measure would be to reduce headline Council Tax by 0.5% in 2005/06.

4. MEASURES TO BE INTRODUCED TO INCREASE COLLECTION PERFORMANCE

4.1 In the last three years the Unit has been reviewing recovery practices for both ‘in year’ and older arrears.  In preparing for the Best Value Review of Council Tax collection rates have improved significantly (see Appendices 1 and 2).

4.2 This has been achieved via introducing the following initiatives

i) More payment facilities i.e. making it more convenient to make payment

· Introducing a second 15th month direct debit payment date

· Introducing a post office payment facility (very popular)

· Introducing 24 hour internet and telephone payment facilities

· Accepting payment by debit and credit card

ii)
Streamlining workflow

· Re-engineering Revenues and Benefits business processes including introducing DIP/Workflow into Benefits

iii)
Making recovery practices more effective

· Better use of External Bailiffs

· Targeting debtors that were abusing special payment arrangements under the Council’s anti-poverty strategy

4.3 Other initiatives such as sending reminders out later in the month proved unsuccessful and were discontinued.

4.4
Future initiatives to improve collection

To improve collection rates further new initiatives will need to be developed in the following areas.

i) Reviewing the effectiveness of all recovery stages and putting more emphasis on the more effective recovery methods i.e. some recovery techniques are more effective than others.

ii) Reviewing further service level agreements and improving monitoring procedures relating to external Bailiff work.  The Recovery section will continue to streamline liaison with the local bailiffs.

iii) Utilising the services of specialised tracing agents (NAFN).  This service enables the Council to trace absconders via sources that the Council does not have direct access to e.g. land registry, Companies House and credit checks etc.

iv) Pilot again telephone recovery practices.  Pilots tried under community charge and in the early 1990’s proved resource intensive and ineffective.

4.5 
These initiatives will be set out in a strategy for continuous improvement and have been incorporated in the Best Value Review Action Plan detailed at Appendix A.

Revenues & Benefits, Carlisle   

12 November 2004  
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St Edmundsbury

97.7

267

12

East Staffordshire

97.6

155

13

Kings Lynn & West Norfolk

97.6

150

14

South Kesteven

97.5

256

15

Bassetlaw

97.4

82

16

Kettering

97.2

209

17

Carlisle

97.0

108

18

Ashfield

96.4

66

19

Worcester

95.3

165

20

Boston 

95.0

111

21

Erewash

94.4

148

Average

97.4
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North Hertfordshire

98.5

2

Shrewsbury & Atcham

98.4

3

Chester

98.2

4

Worthing

97.9

5

Canterbury

97.9

6

Dover

97.6

7

Cheltenham

97.4

8

Gloucester

97.1

9

Bedford

96.7

10

Worcester

96.5

11

Ipswich 

96.5

12

Carlisle

96.3

13

Lancaster

96.0

14

Eastbourne

95.9

15

Exeter

95.9

16

Lincoln

94.8

17

Swale

94.7

18

Oxford

94.7

Average

96.7

COMPARISON OF COLLECTION RATE FOR HISTORIC CITIES FAMILY GROUP 2003-04

Deprivation Ind

1

North Hertfordshire

99.1

292

2

Shrewsbury & Atcham

98.9

201

3

Canterbury

98.6

190

4

Chester

98.5

178

5

Worthing

97.9

198

6

Cheltenham

97.7

224

7

Bedford

97.2

167

8

Dover

97.1

154

9

Carlisle

97.0

108

10

Ipswich 

96.5

98

11

Exeter

96.5

115

12

Lancaster

96.3

107

13

Lincoln

96.1

72

14

Eastbourne

95.9

117

15

Gloucester

95.7

139

16

Oxford

95.4

144

17

Worcester

95.3

165

18

Swale

93.1

130

Average

96.8
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APPENDIX 5

REVENUES AND BENEFIT SERVICES

PAPER 4

BEST VALUE REVIEW     

ACHIEVING EXCELLENCE

Homeworking

Prepared by Elaine Turner IRRV DMS ACFM

Benefits Manager

1.
ISSUE

1.1
There are a number of key drivers for the introduction of homeworking within the Council.  They are:

i. From 6th April 2003, The Employment Rights Act 1996 (ERA) (as amended by the Employment Act 2002), gives 
eligible employees the right to request a flexible working pattern and places a statutory duty on an employer to consider the request seriously.  The employer can only refuse the request on one or more of 
eight statutory grounds.  Flexible working includes home working.
ii. The expansion of Broadband within the Council’s area ensuring the technology to support homeworking is available throughout a large part of the Council’s district.
iii. The initiative fits with any corporate staff retention initiatives and would have associated productivity and, ultimately, cost benefits.
iv. There is a clear indication that performance Standards Funding money could be accessed, to fund two thirds of the set up costs involved in a pilot, providing a clear link to improving Benefits processing times can be established. 
2.
INVESTIGATIONS SO FAR
2.1
Indicative expressions of interest were sought from Benefits staff, on 17th December 2003, which resulted in a favourable response.

2.2
A site visit to East Riding of Yorkshire Unitary Council was conducted on 2nd march 2004 for an initial assessment of homeworking considerations.  A site visit to Salford City Council (a beacon Council) has been arranged for 15th November 2004.  This visit will include representatives from the personnel and IT Sections to expand on the knowledge already gained.

Note: East Riding introduced a scheme without a funding bid but with full corporate support.  Alternatively, Salford introduced a scheme with the benefit of a funding bid but without enlisting any corporate support.  The two very different approaches should give a wider picture of the implications/considerations to be taken into account for Carlisle City Council.

2.3
A briefing paper was presented to the Executive Management Group (EMG) on 11th October 2004 suggesting a homeworking initiative be piloted within the Benefits Section.  The general view was positive but some specific requirements were outlined.  Those requirements were:

· To check whether any similar district council to Carlisle has successfully implemented homeworking.

· To ensure the appropriate Portfolio holders are kept informed.

· To inform members through committee.

· To consider the impact for other Business Units if the pilot proceeds.

· To incorporate representatives from I.T., Personnel, Legal and Health & Safety into the project team.

The EMG meeting on 22nd November 2004 will track progress to date and a verbal briefing will be given to members of any outcomes agreed.

2.4
The proposal was discussed at the Joint Management Team (JMT), via EMG minutes, on 28th October 2004 where the issue of central recharges and the impact/relationship with the development of homeworking was raised.

2.5
A presentation was made to Benefits staff on 27th October 2004 with mixed reactions to the information/experiences shared from the East Riding site visit.

2.6
A number of councils have made bids to the Performance Standards Fund over the last 12 months and their experiences can be drawn upon in sharing good practice.  Those councils are included at Appendix 1 but the majority of those councils are in the early development stages of their projects.

2.7
Any Performance Standards Fund bid for homeworking must be submitted before the deadline date of 16th December 2004, will be restricted to initial set up (i.e. not ongoing) costs only and will require matched funding for one third of those set up costs.

2.8
Member Support and Employee services are currently preparing a new policy covering all aspects of Work Life Balance.

2.9
There are three types of homeworker and any bid could be a combination of or concentrate on one of the following types:


i)
Those who work at home; and

ii)
Those who work from home e.g. start and finish at home but work on the district; and

iii)
Those who work at home for a specific project only.

3.
FINDINGS
3.1
There are significant corporate implications, requiring resource commitment, from the IT, Personnel and Legal Sections.  In addition, there will need to be a close relationship between the Project Manager and the Council’s Health and Safety Manager to ensure all Health and Safety requirements are met.

3.2
The management culture needs to be open and trusting as opposed to control and command.  However, East Riding’s experience suggest the strongest performing employees are more likely to thrive, continue to perform and enhance performance in this environment.

3.3
A presentation will be made to committee members covering the main topics:

· The initial considerations

· IT resources

· Financial resources 

· Capabilities required

· Documentation required

· Impact on existing policies 

· Other/more general considerations

4.
ACTIONS  REQUIRED TO PROGRESS A HOMEWORKING PILOT WITHIN BENEFITS
4.1
More formal expressions of interest need to be sought from Benefits staff to assess support for the introduction of a pilot scheme.

4.2
Subject to support from the Portfolio Holder, Overview and scrutiny Committee, Executive Management Group and, most importantly, Benefits Staff, a draft bid to be prepared based on other Council’s experiences and giving indicative costing for the scheme.

4.3
Subject to ‘4.2’ above, a Project Manager (likely to be the Benefits Manager) will be appointed to progress this initiative..

APPENDIX 1

The following Councils have received performance Standards funding for introducing homeworking projects within the last twelve months.

Name of Council

Ashfield District Council

Bath and North East Somerset District Council

Birmingham City Council

Canterbury City Council

Chester City Council

Greenwich Borough Council

Macclesfield Borough Council

North Somerset District Council

North Wiltshire District Council

Poole Borough Council

Salford City Council

Scarborough Borough Council

Uttlesfield and Bromsgrove District Council

Warrington Borough Council

Wealden District Council

Wear Valley District Council
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Overpayments

The Council now makes use of all recovery methods.

Reports are made to Members on the level of debt.

Counter Fraud

The Council now publicises its counter fraud activity and hotline/telephone line quarterly.

The Council maintains records of all management checks on Benefit determinations.

The Council now vigorously recovers the admin penalty and their associated overpayments via County Court and deductions from DWP benefits.

Internal Security
The Council now regularly reviews its post opening procedures and carries out monthly checks on the post opening procedures including the recording and handling of valuables.

The Council now has a procedure for dealing with valuables that are received ensuring that their safe keeping includes entering details in a valuables register.

Strategic Management
The Council now has a compliant Service Level Agreement with the Pension Service.

Customer Services
The Council displays posters and provides leaflets at key public access points in the Local authority advertising the availability of HB/CTB to tenants on low incomes, and telling customers about extended payments.

Processing of Claims
The Council now operates a system of exception reports, which will at least identify trends and patterns from the results of monitoring previous reviews.

The Council now makes a decision on a claim on receipt of a Rent Officer determination within two working days of receipt.
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APPENDIX 2

Performance Standards


April 03
June 04
Sep 04


Standard
Above

Standard
Standard
Above

Standard
Standard
Above

Standard

Working with Landlords
16 (28)
57%
4 (9)
44%
21 (24)
88%
4 (7)
57%
21 (24)
88%
4 (7)
57%

Strategic Management
147 (232)
63%
45(66)
68%
184(197)
93%
33 (42)
79%
186(197)
94%
33(42)
79%

Customer Services
43 (88)
49%
7(26)
27%
67 (74)
90%
9 (16)
56%
68 (74)
92%
9 (16)
56%

Overpayments
48 (58)
83%
9 (15)
60%
49 (56)
87%
8 (12)
67%
52 (56)
93%
8 (12)
67%

Counter Fraud
76 (105)
72%
13 (31)
42%
83 (89)
93%
6 (6)
100%
86 (89)
97%
6 (6)
100%

Internal Security
21 (39)
54%
2(13)
15%
26 (31)
84%
6 (11)
55%
30 (31)
97%
6 (11)
55%

Processing of Claims
61 (95)
64%
27 (40)
67%
70 (91)
77%
9 (20)
45%
72 (91)
79%
9 (20)
45%

Total
412 (645)
64%
107(200)
53%
500 (562)
89%
75(114)
66%
 515 (562)
92%
75 (114)
66%

Meeting Housing & Council Tax Benefit Performance Standards

Working with Landlords


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

1
Does the LA write at least once a year to landlords with HB customers in the area, giving up to date information on landlords’ responsibilities and encouraging them to co-operate to prevent overpayments and recovery action against the landlord, and setting out LA policies of co-operation with landlords.                                                     [5.4]
Produce standard proforma to be sent to Landlords on an annual basis.

Performance Standards bid to be submitted.
ET


2
Does the LA make payments on account in line with the Processing of claims standard?                [5.15b]
Running a pilot on paying claims on estimates.  Payments on account are only relevant to new claims but will review pilot to see viability.
ET


3
Does the LA have systems in place to apply the ‘fit and proper person test to decide against or end direct payments in appropriate cases in accordance with Regs.94 (1B) and 93 (8)?                        [5.15c]
Reasons for doing this are fraud, a consistent failure to notify tenants change of circumstances or a consistent failure to repay overpayments.  Doing blameless tenant recovery covers overpayments, so does not apply.  Policy for Fraud and change of circumstances required.
ET


Overpayments


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

4
Does the LA process 80% changes of circumstances which result in a reduction of benefit or benefit ceasing, before the first pay day following the date the LA received sufficient information for it to act on the error or change of circumstances? [8.6]
Academy release 34 will measure LA error, which could be used to identify percentage of claims. i.e. LA error is allocated between the date the change of circumstances is received at the LA and the date it is actioned.
JB 
Dec 04

5
Does the LA make use of all recovery methods?  

                                                                          [8.23]
Set up liaison with DWP re deduction from other Benefits and investigated Court procedures which we’ve now implemented.
JCC
Achieved

Sep 04

6
Does the LA monitor the effectiveness of different recovery methods?                                            [8.30]
Investigate database methods or tools to reach standard.  To contact Academy for advice.
ET/JCC
Dec 04

7
Has the authority defined a strategy for continuous improvement in the: 

1. level of debt?

2. age of debt?                                                 [8.40]
Investigate database methods or tools to reach standard. To contact Academy for advice.
PM
Mar 05

8
Are annual reports or more frequent reports made to Members on the: 

1. level of debt?

2. age of debt?                                                 [8.42]
Quarterly reports are made to DWP on level of debt and will be reported to Members. 

Waiting for results of a bid so that we can get analysis programming written.
PM
Achieved 1.

Sep 04

Counter Fraud


Performance Standard Currently Not Met
Action required.
Responsible Officer
Date to Attain

9
Does the LA publicise its policy statement externally?                                                         [7.3a]
Publish on the web site.
ET


10
Does the LA provide written guidance on making a referral to all employees working for the authority or working for a contractor who deals with HB/CTB claims?                                                              [7.15]
Could this be published in Staff Focus, and/or on Public Folders? Include in Induction packs for new starters?
ET


11
Does the LA publicise its counter fraud activity and hotline/telephone line quarterly?                       [7.18]
See advert in Carlisle Focus re phone line, counter fraud activity already published.
ET
Achieved

July 04

12
Does the LA provide guidance on when investigators should seek legal advice?            [7.59]
Contact other authorities for their procedures.
ET


13
Does the LA maintain records of all management checks?                                                             [7.67]
D Blake to record checks made on trainees work.
ET/DB
Achieved 

July 04

14
Does the LA vigorously recover the penalty and their associated overpayment?                                 [7.94]
Set up deductions from DWP benefits – procedures are now in place and Court proceedings instigated.
EY/KF
Achieved 

August 04

Internal Security


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

15
Does the LA have a programme for reviewing its post opening procedures?                                 [6.1b]
Team Leader (Income Management) to update post opening procedures.
VW /IB
Achieved 

September 04

16
Does the LA carry out monthly management checks on post opening procedures including recording and handling valuables?                                          [6.1c]

VW
Achieved 

September 04

17
Does the LA have at least two employees opening the post with a daily log of the employees involved?   

                                                                          [6.1e]
Log required
VW
Achieved 

September 04

18
Does the LA ensure that post received and for dispatch is kept in a secure, preferably locked area with restricted access?                                      [6.1g]
Post opening is secure but then the office is unlocked.



19
Does the LA have a procedure for dealing with valuables that are received ensuring that their safe keeping including entering details in a valuables register?                                                             [6.1k]
Needs set up.  Definition of ‘valuables’ has now been drawn up.
VW/JCC
Achieved 

September 04

Customer Services


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

20
Does the LA use Plain English to explain the decisions, reason for it, benefit rate, and any deductions?                                                     [3.28b]
Have decision letters reviewed by Age Concern and Benefits Advice Service.  Proprint software to be utilised.
JCC
Mar 05

21
Has the LA a nominated person who monitors the facilities for the disabled and carries out, records and reports a check at least once a year to ensure that text phone facilities and any Braille, audio cassette and computer disc facilities and British Sign Language arrangements are available and working?

                                                                        [3.31g]
Resource and corporate implications to be assessed.  Karen Hook may be able to assist.
PM


22
Does the LA have any up to date written assessment of the service needs of key ethnic minority groups in their area, clearly identifying these groups, or demonstrating that there are no ethnic minority groups requiring special provision in their area.  Do they provide, when applicable, key HB/CTB information leaflets and claim forms in written languages of key ethnic minority communities in the local authority area, and in Welsh in Wales?                                              [3.34a]
Investigated the availability of leaflets in other languages.  To be ordered.

Assessment of need – Karen Hook may be able to assist.
ET


23
Does the LA provide a service for its in work customers that it considers meets their needs, including telephone enquiries and personal callers 

providing verification in support of their claim?                                                                                  [3.38a]
New Customer Contact centre may offer variation in contact times and arrangements.
PM/JN


24
Does the LA have a strategy for Benefit take up, that goes beyond general awareness raising, to ensure claimants are enabled to make successful claims when on low incomes in work?                        [3.43d]
To contact other authorities
ET


25
Does the LA communicate its take up strategy and approach to potential customers, RSL’s, voluntary agencies and customer representative groups?                             

                                                                          [3.44]
To contact other authorities
ET


26
Does the LA display posters and provide leaflets at key public access points in the LA advertising the availability of HB/CTB to tenants on low incomes, and telling customers about extended payments and fast-tracking?                                                     [3.49]
Fast tracking no longer exists.  To contact DWP for posters.
DB/ET
Achieved

Sep 04

Strategic Management


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

27
Does the LA have a clear strategic vision statement for the Benefits Service:

e. where stakeholders have been consulted with on its aims, objectives and relative priorities?

f. which is accessible to everyone in the community?                                                    [2.1]
Appraisals contain the ‘Mission statement’

Use the web site to communicate it to the community.


PM/ET


28
Has the LA formally reviewed its benefit delivery procedural documentation to ensure that it is written in ‘plain English’?                                             [2.51b]
To obtain leaflets and samples from other authorities.
ET


29
Do the LA’s delivery procedures cross reference to all the regulations and current circulars?         [2.52b]
Awaiting the delivery of Capita procedures manual (part of a national performance standards bid) before assessing what additional resources are required to meet the standard
ET


30
Are the LA’s delivery procedures available to each section and/or work group?                             [2.52c]
Awaiting the delivery of Capita procedures manual (part of a national performance standards bid) before assessing what additional resources are required to meet the standard


ET


31
Does the LA have processes to ensure that the results of management checks are reported regularly to senior officers and members?      [2.58d]
Performance Standards bid to be submitted,
ET


32
Does the LA’s training programme provide training for all employees in all key areas of benefit 

administration? [2.67]
Training programme in process of being documented.
DB/ML


33
Does the LA comply with the statutory obligations of the RR(A)A by publishing results of assessments, consultation and monitoring of policies?        [2.119c]
Dignity & Respect policy, Corporate impact?
PM


34
Does the LA provide general training to all HB/CTB employees on their responsibilities within the RR(A)A?                                                          [2.121]
Dignity & Respect policy, Corporate impact?
PM


35
Does the LA provide cultural awareness for all employees aimed at promoting racial equality? 

                                                                        [2.122]
Dignity & Respect policy, Corporate impact?
PM


36
Does the LA conduct an annual review of all facilities provided for customers of key ethnic minority groups in the area?                            [2.123]
Dignity & Respect policy, Corporate impact?
PM


37
Does the LA have compliant SLA’s or Business Partnership agreements with the Pension Service?   

                                                                      [2.133b]
Benefits Manager already in consultation with the Pension Service.
ET
Achieved 

Sep 04

Processing of Claims


Performance Standard Currently Not Met
Action required
Responsible Officer
Date to Attain

38
Does the LA monitor rent allowance claims received to identify if a payment on account is required?  

                                                                          [4.6a]
Pilot schemes to be introduced to assess resource requirements
ND/NP


39
Does the LA make payment on accounts for rent allowance claims in accordance with HB Reg. 91(1)?                                                                [4.6b]
Pilot schemes to be introduced to assess resource requirements
ND/NP


40
Does the LA operate a system of exception reports, which will at least identify trends and patterns from the results of monitoring previous reviews?      [4.22]
Currently investigating electronic record of reviews resulting in a WIB reward to the authority
JB


41
Does the LA have up to date policies, procedures and practices to ensure that the management checks are performed correctly and consistently?                                     

                                                                        [4.23h]
Standards funding bid to be submitted.
ET


42
Does the LA show through its management checks that it is satisfied that the claimant is eligible to receive HB or CTB before making a decision on a claim?                                                              [4.27c]
Standards funding bid to be submitted.
ET


43
Does the LA quality check at least 10% of assessments, before notifying the customer of the decision, to confirm that the:

1. assessment is lawful?

2. benefit calculation is correct?                      [4.53]
Standards funding bid to be submitted.
ET


44
Do these pre notification checks include checking that:

1.  the claim form is complete?

2.  all required original documents are available and original for verifying:

· compliance with section 1(1A) and 1(1B) of      SSAA 1992?

· identity of claimant and partner, if applicable?

· liability to pay rent and residency?

· receipt of IS/JSA(IB) or Pension Credit in applicable cases?

· for non IS/JSA(IB) or pension credit claims, full verification of all income?

· for non IS/JSA(IB) claims full verification of capital?

· savings credit only Pension Credit cases, any income specified at Reg. 23(4) of the HB(General) Regulations? 

· income of non dependants?

3. a valid Rent Officer decision exists?

4. that any decision to pay the landlord direct is based on application of the ‘fit and proper’ person test for those landlords who are believed to have engaged in undesirable activity in relation to HB in accordance with Regs 94(1) and 93(8)?

5. takes into account all known changes of circumstances? 

6. the calculation of benefit is correct, taking into account all known income, capital and rent liability?                                                       [4.54]
Standards funding bid to be submitted.
ET


45
Does the LA make a decision on a claim on receipt of a Rent Officer determination within two working days of receipt?                                                [4.74]
Standard is now being met
NP
Achieved

July 04

Benefit Appeals


Best Value Requirements
Action required
Responsible Officer
Date to Attain

46
Investigate in consultation with the advice agencies measures to improve turnaround times for Benefits appeals from the current performance of 40 days down to 20 days.
Target current assessment officer resources at appeals preparation work.

Streamline and standardise appeal forms and documentation.  (Draft leaflet and form discussed with BAS and Age Concern 9.7.04)

Look to be more pro active in referring claimants wanting to appeal benefit decisions to the Benefit Advice Service and other advice agencies.
ET

MS

MS


01.04.2005

Achieved 

Sep 2004

Staff Security (Lone Workers)


Best Value Requirements
Action required
Responsible Officer
Date to Attain

47
All external visiting officers to be issued with personal hard copies of appropriate documentation.
After document has been finalised by Head of MS&ES and Health & Safety Officer
ET


48
A formalised procedure is required for reporting potentially violent people and incidents that meets the Data Protection regulations.
To be documented.  Draft procedure in place with Customer services pending bigger review by ET.
JCC


49
Reporting procedures need reviewed, formalised and standardised across the Business unit and the authority.  Procedure to include out of office hours working.
In consultation with external visiting officers
ET


50
Risk assessments required for:

1. General observations and doorstep enquires

2. Joint operations

3. Interviews under caution

4. Attendance at Magistrates or Crown Court

5. Home Visits

6. Use of surveillance vehicles.
To be drafted
ET/PM


Managing Backlogs

51
Performance management is now a core part of Benefits management and staff are embracing their individual targets, notified through their annual appraisal process and providing good customer service.  Future action is required to manage risk in respect of triggers where current intervention plans are not appropriate.
In relation to availability of IT systems and managed down time.  Delayed due to implementation of Customer service centre.
ET
Dec 04

Telephone Service to the Public

52
More resources are required to man the phones at busy times of the day i.e. mornings and lunchtimes.
Due to staff turnover recruitment for staff to cover busier times have been recruited.
PM
Commenced

June 04

53
The Customer Services Team is frequently running at 25% below optimum productive staffing levels due to staff turnover. 
Customer Services trainees appointed to provide trained staff for vacancies as and when they arise.
PM
Actioned

July 04

54
Callers frequently get an engaged tone when telephoning at busy times.
A new telephone system has been introduced so that customers can leave a message and allows better call management routines.
PM
Actioned

July 04

55
Ascertain satisfaction with the improved telephone service.
Customers to be surveyed using the BV80 questionnaire format.
PM
Oct 2004

Initiatives to Maintain /Continually Improve Revenue Collection Rates

56
Reviewing the effectiveness of all recovery stages and putting more emphasis on the more effective recovery methods.
Revenues Manager continues to review effectiveness of the current recovery methods. 
MW
Ongoing

57
Reviewing further service level agreements and improving monitoring procedures relating to external Bailiff work.
Regular meetings held both with the local bailiff representative and the head office in Rossendale.
MW
Ongoing

58
Utilising the services of specialised tracing agents (NAFN).
Pilot commenced October 2004 (early results not encouraging.)
AK
Pilot 

Oct 04 to 

Mar 05

59
Pilot again telephone recovery practices.  Pilots tried under Community Charge and in the early 1990’s proved resource intensive and ineffective.
Pilot commenced November 2004. (early results suggest that only 30% of debtors can be contacted by phone.)
AK
Pilot 

Nov 04 to

Mar 05

Improve Forms, Publicity and Written Correspondence

60
Arrange for consultation with welfare agencies on draft Council Tax and Housing Benefit Information Leaflets, then test out customer satisfaction levels before mass production.
Meet with Carlisle and District CAB and Age Concern to discuss content and suggested improvements for leaflets.

Arrange Customer Satisfaction sheets to be included within leaflets when made available to Customer Contact Centre.
ET
End of 

Dec 04

61
Arrange for DWP and Pension Service leaflets to be available within Customer Contact Centre.  This will include a selection written in the different languages.
Order initial supplies and investigate display options available within the Customer Contact Centre.
JC
End of 

Dec 04

62
Redesign two versions (working and non-working age) of the current Housing and Council Tax Benefit claim form, based on the DWP national model forms, when current stocks are depleted.
Arrange an alert when current stocks of claim forms fall to below 10,000.
JC
Nov 04

63
Redesign the benefit determinations and notification letters, based on good practice examples, and using ProPrint functionality, for consultation with welfare agencies before final production. 
Based on outcome of the Performance Standard bid and commitment of IT resources.
ET
Either 

March 05 or Sep 05

64
Roll out ProPrint into Revenues when Benefit implementation is complete.
Dependant on completion of ’63’ above. 
MW
No timetable available yet.

65
Timetable improvements to Benefits and Revenues templates to provide additional information based on personal circumstances.
Dependant on completion of  ’63’ above.
ET/JC
No timetable available yet.

Actions required to Progress a Homeworking Pilot within Benefits

66
More formal expressions of interest need to be sought from Benefits staff to assess support for the introduction of a pilot scheme.
To e-mail staff and gauge support through the use of voting buttons.
ET
by 19.11.04

67
Subject to support from the Portfolio Holder, Overview and Scrutiny Committee, Executive Management Group and, most importantly, Benefits staff, a draft bid to be prepared based on other Council’s experiences and giving indicative costing for the scheme.
Self explanatory
ET
by 16.12.04

68
Subject to ‘4.2’ above, a Project Manager (likely to be the Benefits Manager) will be appointed to progress this initiative.
Dependant on the completion of ‘67’ above.
PM
by 16.12.04
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� Best Value Performance Indicator 80 – Customer Satisfaction Survey


� Pensionable age – 60 years or over


� Academy Information Systems Ltd – part of the Capita Group and the Council’s Benefits software supplier.


� Eligible employees – those with six months service who have parental responsibility for a child under 6 or a disabled child under 18.


� The gounds include the burden of additional cost to the business or a detrimental impact on quality or performance.
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