










   








       Appendix 4

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

-  Judged to provide an excellent service on

    DWP/CPA assessment criteria

-  Comprehensive publicity and advice on 

    services/benefits available

-  Customer Contact Centre arrangements
Weaknesses

· Telephone response times 

· Cannot be measured

· Reliance on IT



Opportunities

-  Management Re-organisation 

-  Government’s Agenda – real opportunity 

    to improve welfare services to the

    customer

-  Review staff security on external visits


Threats

-  Government and Council’s Agenda 

    requiring downsizing of Revenues and 

    Benefits Services

-  Joint Provision of ‘transactional’ Services



