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Appendix 3


Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
R

E

F

Achieve DWP Performance Standards

Does the LA have clear systems that it can demonstrate are working, to act on information received from Jobcentre Plus to make extended payments and to prioritise the reassessment of claims for customers moving into work? E2
Develop procedures to identify cases for indexers/

scanners
DWP Performance Standards met
Self assessment and evidenced for DWP
Team Leader Neil Dewar
B
4

(2 : 2)
Medium Term
1

Does the LA

identify the need for information from the customer and third parties such as landlords within 7 days of receipt of the claim or notification of change of circumstances and take action to obtain it. E3
When up to date not a problem but backlog situation will affect our ability to reach this  target
DWP Performance Standards met
Self assessment and evidenced for DWP
Staff time
D
6

(2 : 3)
Longer Term
2

Does the LA have routine, rapid arrangements for providing a certificate of earnings form for the employer to complete, allowing the change of circumstances or new claim to be processed rapidly, with safeguards to prevent fraud? E3


When up to date not a problem but backlog situation will affect our ability to reach this  target
DWP Performance Standards met
Self assessment and evidenced for DWP
Staff time
D
6

(2 : 3)
Longer term
3

Does the LA have systems in place to prioritise changes of circumstances that lead to a reduction in, or a cessation of, benefit to minimise the occurrence of overpayments? E5  


Develop procedures to identify cases which will result in a deduction
DWP Performance Standards met
Self assessment and evidenced for DWP
Anite already set to prioritise cancellations. Overpaymentstaff to identify reasons for o/p’s as start of strategy.
B
6

(2 : 3)
Medium term
4

In tandem with its targeted review activity, does the LA analyse the results of all management and accuracy checks across the full range of benefit activities including counter-fraud and deliver continuous improvement in its performance and service delivery by using its findings to identify the overall level of error in its caseload, inform training plans and the appraisal process? E10
Performance Monitoring officer and Training/ technical officer posts filled
DWP Performance Standards met

Improvements in accuracy
Self assessment for DWP Stats 124
Management time partially actioned

Waiting for QA module from Academy
C
6

(2 : 3)
Longer term
5

Does the LA have in place a collection and monitoring policy and systems in place to monitor the recovery of administration penalties? E16

DWP Performance Standards met
Policy in place but Academy consultant help required 
Overpayment staff and consultants time
C
6

(2 : 3)
Quick win
6

Does the LA publicise guidance on making a referral to all employees working for the LA? E20

DWP Performance Standards met

Corporate policy On line form to be designed and put on the Council's web site. Advertised in Staff Focus
D
4

(2 : 2)
Quick win
7

Does the LA provide fraud awareness sessions at induction and support this with an ongoing programme of fraud awareness to employees who are involved in HB/CTB benefit administration, housing and council tax collection, and any employees working for an RSL who are involved in the verification of HB/CTB claims? E20
To be introduced as part of the new internal business unit induction
DWP Performance Standards met
Training records
Benefits Manager & Income Management Team Leader

To be discussed at the next R&B management meeting
C
2

(1 : 2)
Quick win
8

Does the LA risk assess all referrals giving priority to medium to high risk cases? E22
Temporary Fraud officer to look at all referrals and provide intelligence analysis to inform risk scoring analysis
DWP Performance Standards met

Temporary fraud officer
B
4

(2 : 2)
Medium term
9

Does the LA sift referrals within an average of 10 working days of receipt and use a management information system to track all fraud referrals, which are allocated to a named investigator and the progress made on them? E24
CP enabler 24 & 25 software from Intec
DWP Performance Standards met

£500 one off fee to Intec software suppliers
A
6

(2 : 3)
Quick win
10

Does the LA commence investigations within an average of 10 working days of referrals being sifted? E25
CP enabler 24 & 25 software from Intec
DWP Performance Standards met

£500 one off fee to Intec software suppliers
A
6

(2 : 3)
Quick win
11

Does the LA make all appointments of authorised officers in accordance with the law and monitor the use of these powers or use a centralised intelligence resource such as NAFN or a DWP OIU or in conjunction with neighbouring LAs? E31
Software doesn’t allow monitoring at present but all appointments are made in accordance with the law.
DWP Performance Standards met
Centralised intelligence use authorised by Benefits Manager.  Spreadsheet records kept.
Benefits Manager
D
4

(2 : 2)
Long term
12

Does the LA have a written strategy or plan, covering issues of customer service, availability of help and advice and access, to encourage take up of HB/CTB that goes beyond the first step of raising awareness, and works in partnership with other stakeholders, such as the Pension Service, LA Welfare Rights Services, CAB and other voluntary advice groups, to ensure that eligible customers are enabled to make successful claims?  E38
Involved in DWP pilot to encourage take up of HB / CTB for customers in receipt of Pension Credit 
DWP Performance Standards met
Increase in Pension Credit cases of HB/CTB
DWP Pilot

Staff time
A
8

(2 : 4)
Quick win
13



Does the LA regularly review the service it provides taking account of its obligations under the Race Relations Acts (1976 & 2000), the Disability Discrimination Act (1995) and to ensure it best meets customer needs? E40
Equality pilot group set up within the Authority
DWP Performance Standards met
Corporate Policy and consultants Trinity Developments
Benefits Project officer on equality team
D
6

(3 : 3)
Longer term
14



Does the LA maintain regular contact, supported by formalised and documented working arrangements, if considered appropriate, with other organisations, for example RSL’s, CAB, Police, CPS or Procurator Fiscal in Scotland? E46

DWP Performance Standards met
Regular liaison meetings with majority landlord Carlisle Housing Association
Too resource intensive to make a satisfactory business case

2

(1 : 2)
Will not be actioned under current business case.  Bid for DWP Performance funding rejected.
15

Does the LA manage and monitor the contract arrangements with its IT providers to ensure compliance with agreed and documented performance standards in the provision of the service? E60
SLA required with IT
DWP Performance Standards met

Down time minimised and therefore performance improved 
Self assessment
Management time IT Applications and Information Manager
D
6

(3 : 2)
Longer Term
16

Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
 R

 E

F

Staff Security (Lone Workers)

All external visiting officers to be issued with personal hard copies of appropriate documentation.
To ensure as far as possible staff safety.
Reduce risk to staff of incidents

Team Leaders
B
8

(2 : 4)
Medium term
17

Reporting procedures need reviewed, formalised and standardised across the Business unit and the Authority, that meets the Data Protection regulations. Procedure needs to include out of office working.
Under Best Value unit’s policy has been completely reviewed but a  Corporate review is required
Improvements in staff safety and prevention of further incidents where possible. Reduced risk to staff of incidents

To be agreed by Head of MS&ES and Health & Safety officer Benefits Manager in conjunction with external visiting officers.
B


18



Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
  R

  E

F

Risk assessments require updating for:
Head of Revenues & Benefits to take to CMT


Head of Revenues & Benefit and

Benefits Manager to liase with DWP on their risk analysis to learn from good practice
B
8

(4 : 2)
Medium term
19

1. 

2. 

3. 

4. 5. 

6.
General     observations and doorstep enquiries

Joint operations

Interviews under caution Attendance at Magistrates or Crown Court

Home Visits Use of surveillance vehicles









Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
  R

  E

F

Telephone Service To The Public

Ascertain satisfaction with the improved telephone service.
Originally actioned, see paper 3rd August 2004, however to be reintroduced to monitoring equipment being lost in the flood.
Survey in progress November 2005
Customers to be surveyed using the BV80 questionnaire format.
Staff time
B
6

(2 : 3)
Quick win
20

Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
        R

 E

F

Initiatives To Maintain / Continually Improve Revenue Collection Rates


Pilot again telephone recovery practices.  Pilots tried under Community Charge and in the early 1990’s proved resource intensive and ineffective. 
To be progressed by new Customer Contact Centre
Some success with HB overpayments
BV9 & BV10

BV79I, ii & iii
Revenues Manager 

Recovery staff
D
2

(1 : 2)
Longer Term
21

Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
R

E

F

Improve Forms, Publicity, And Written Correspondence

Arrange for DWP and Pension Service leaflets to be available in the Customer Contact Centre.  This will include a selection written in different languages.
To be ordered when refurbished Customer Contact centre reopened
BV80

Team leader Benefits Customer Services
C
4

(2 : 2)
Quick win
22

Redesign the benefit determinations and notification letters based on good practice examples, and using ProPrint functionality, for consultation with welfare agencies before final production.
Updating 117 + templates on an individual basis. 4 templates completed so far.


BV80

Jill Chamberlin /

Emma Younger
C
6

(2:3)
Medium term
23

Roll out ProPrint into Revenues when Benefit implementation is complete.
Updating templates (high risk due to licence requirements on existing software )
Customer satisfaction surveys

Technical Team Leader & Technical Officer
C
9

(3 : 3)
Medium term
24

Timetable improvements to Benefits and Revenues templates to provide additional information based on personal circumstances.
To be determined once ProPrint fully functional
BV80

Jill Chamberlin / Emma Younger 
D
4

(2 : 2)
Longer term
25

Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
R

E

F

IT enhancements within Revenues & Benefits 

Payment of Housing Benefit by BACS and AUDDIS software installation
Housing Benefit payments to be made direct to claimants bank accounts to save raising cheques and claimants having to bank them. AUDDIS software to verify bank sort codes
Direct Debit take up

Deputy Benefits Manager & Team Leader Technical
C
6

(2 : 3)
Medium term
26

Electronic Benefit Claim form

BV80

Academy e-form
B
4

(2 : 2)
Quick win
27

Introduction of other electronic forms
10 most used forms (mando forms)
BV80

Academy  IT and Revenues Technical Officer
B
4

(2 : 2)
Medium term
28

Introduction of bar codes on customer documentation
Proprint can be used to bar code documents produced from Academy.   To investigate the possibility of introducing bar codes on Images via the bar code font.


JC / EY
D
2

(1 : 2)
Quick win
29

Skills transfer required from Applications and Information Manager to ensure lack of down time with Computer Services.
See Head of Revenues & Benefits report
Down time to be measured against SLA

Head of Revenues & Benefits & Head of Customer & Information Services
C
9

(3 : 3)

30

Area for Improvement
Specific Improvement Action          (if required)
Measurable
Attributable

(Source)
Resourced
Priority for Improvement

A -  Imminent

B - 6 months

C - 1 year

D - Long term
Risk Assessment

If no action

Impact/

Likelihood
Impact

Quick Win

Medium Term

Longer Term
R

E

F

Other Initiatives

To review Overpayment targets in line with DWP guidelines.
Business case required to risk assess
BV78 I,ii & iii

Head of Revenues & Benefits
D
4

(2 : 2)
Quick win
31

Preparation for Local Housing Allowance being introduced in Benefits
Likely to be April 2008


Benefits Manager
D
9

(3 : 3)
Longer term
32

Resource implications of Council Tax Banding revaluation
Delayed until after 2009


Revenues Manager
D
N/A
N/A
33

Links required to other business units/corporate policies
Housing strategy etc.

Satisfy external challengers observations
Head of Revenues & Benefits
D
6

(2 : 3)
Longer term
34

Post flood opportunities re Renaissance
Actions required in supporting Corporate priorities

Satisfy external challengers observations
Head of Revenues & Benefits
D
4

(2 : 2)
Longer term
35

Rural proofing
All policies are corporate decisions 
Rural proofed as much as possible but corporately needs rural proofed
Satisfy external challengers observations
Head of Revenues & Benefits
D
4

(2 : 2)
Longer term
36

External Threats

Gershon efficiency savings on 2006/7 and 2007/8
Find required savings within new Corporate Services directorate
Targets set corporately

Head of Revenues & Benefits
B
6

(2 : 3)
Medium term
37



Outsourcing shared provision of services 
A new business case required every 5 years and if the Council decides to leave the Civic Centre under the Renaissance initiative.
Cost or efficiency savings accrued if any

Head of Revenues & Benefits
D
4

(2 : 2)
Longer term
38

Excellent CPA rating concentrate resources on maintaining an excellent rating in respect of the customer
Further efficiency savings due to reduced DWP grant allocation
Bench marking
DWP
Benefits Manager
C
9

(3 : 3)
Medium term
39



Reduced government grant has implications for downsizing of Revenues & Benefits resources.
Further efficiency savings due to reduced DWP grant allocation
Bench marking

Head of  Revenues & Benefits
C
9

(3 : 3)
Medium term
40

Risk Assessment

Impact
1. Negligible
2. Marginal
3. Critical
4. Catastrophic

Likelihood
1. Extremely Remote
2. Remote
3. Reasonably probable
4. Probable

J Chamberlin Dip RSA 24/11/05 14:38
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