Weaknesses identified at commencement of best Value Review 1st April 2004




Appendix 2

Improvement identified
Best Value Evidence Cross Reference
Action Plan Performance

(I)     Failure to achieve top quartile performance target

Individual and team performance now managed daily

Tried and tested backlog reduction measures instigated when set triggers reached.

Performance management now part of Unit Management brief and staff are committed to their individual targets and notified through the annual appraisal. 

(ii)      Telephone Service to the Public

Staff working arrangements reviewed i.e. replacing full time with flexible part time arrangements to cover peaks and troughs.

Customer Service Trainees recruited i.e. supernumerary one year fixed term contracts funded by DWP grant to facilitate a pool of trained staff in service that traditionally experiences above average turnover.

Introduction of VIP call management system.


Paper 1

Managing Backlogs Review

Scrutinised by O and S 3rd August 2004

Paper 2

Telephone Service To The Public Scrutinised by O and S 3rd August 2004
All actioned

All actioned

However telephone switch and call management system lost in flood.

Therefore re-introduced to action plan

Action Plan Ref 20

(AP20)



Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

iii)     Forms Publicity and Written Communications

A range of thirteen Council Tax and Housing Benefit information leaflets introduced after consultation with welfare agencies and members giving advice on all aspects of benefits assistance available.  Also DWP and Pensions Service leaflets to be available in Customer Contact Centre(once refurbished).

Benefit claim form remodelled 

DWP’s customer management system rolled out facilitating a more seamless/joint approach to welfare benefits.

Academy Pro-print purchased and being implemented in order to enhance the display and clarification of the correspondence issued to customers.  Also to design simpler, clearer documentation.

(iv)      Initiatives to Improve Sickness Absence Control

Note: Investigations ascertained only a problem in the Benefits section.

Corporate sickness absence control procedures rigorously followed.

Occupational Health Pilot Scheme introduced into benefits i.e. short term absence procedures, general health screening.

Home working Pilot Scheme successfully introduced, early results suggest a marked reduction in sickness absence for part time home workers.

Short term sickness absence now taken into account on staff appointments
Papers 3 and 4

Improving Forms, Publicity and Written Correspondence.
Scrutinised by O and S Committee

25th November 2004 

and 28th July 2005

Paper 5

Absence Monitoring 

Scrutinised by O and S Committee 

28th July 2005


Mostly Actioned

See AP22-25

All Actioned



Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

(v)     Improvement in Revenues and Recovery

Facilitated by the following Best Value Review initiatives, introduction of more and enhanced payment facilities, second 15th monthly direct debit payment date, post office payment facility, 24 hour internet and telephone payment facilities, payment by debit and credit card.

Re-engineering and streamlining Revenues business processes making recovery practises more effective via better use of external bailiffs, targeting poor debtors and earlier follow up of special payment arrangements.  Also improved Anti-Poverty strategy in respect of equality issues.

(vi) Failure to meet fully HB/CTB Performance Standards

Note: Standards updated and enhanced twice during review.

Over 18 months of review initiatives progressed to meet performance standards where a business case suggested service to public would be enhanced (and DWP grants available to meet set-up costs).

As at 30th June 2005 The Council’s assessment against DWP/CPA performance standards was assessed as follows:

 performance score 4, enablers score 3, overall score 4, excellent i.e. aim of the review of excellent council met.  

Performance has improved further by 30 September 2005.


Paper 6

Strategy For Continuous Improvement in Revenues Collection and Recovery

Scrutinised by O and S Committee 

25th November 2004

BFI/DWP Performance Standards

Paper 7 – 1st Review

Paper 8 – 2nd Review

Paper 9 – 3rd Review

Scrutinised by O and S Committee

3 August 2004, 

25 November 2004 and 

28 July 2005


Mostly Actioned 

See AP 21

Majority of 65 enabling standards actioned but further action required subject to Business Case

See AP 1-16



Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

vii)      Reliance on IT/IT Initiatives

25 initiatives progressed/to be progressed as part of review many targeted at improving service to the customer i.e. payment of housing benefit by BACS, electronic benefit claim form, proprint, home working, barcodes, enhanced sundry debtors systems. Whilst downtime has been reduced by the introduction of Capita Direct, enhanced training of IT staff etc., some areas of risk of downtime still to be resolved (see action plan). 

(vii) Staff Flexibility//Security

Review of existing safety equipment, procedures and corporate training programmes reporting, potentially violent persons/incidents etc undertaken/being undertaken, corporate implications of this review need addressing.

Introduction of more flexible staff resource arrangements in dealing with customer enquiries, introduction of trainee posts on structure.

(viii) Lack of Face to Face Customer Service Points

· Actioned as part of the Customer Contact Centre Initiatives.

· A review of back office resources released additional Customer Contact   

     Centre resources for Council Tax enquiries.
Paper 10

IT/IS Initiatives and Supporting Unit

Scrutinised by members 28 July 2005

Paper 11

Review of Security (home workers)

Scrutinised by O and S committee 

3rd August 2004

Paper 2

Telephone Service to Public 2

Confidential Report to Staffing Forum

November 2004

Scrutinised as part of Customer Contact Centre

Introduction Plan


Outstanding actions

See AP 26-30

See AP 17-19

All Actioned



Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

(x) Delays in Appeals Administration

After an indepth review of this service Appeals Administration was completely  overhauled 

· Additional assessment officer resources targeted at appeals administration

· Appeal forms and documentation streamlined and standardised

· Now more pro-active in referring claimants to the BAC and other advice agencies

· Now top quartile performance being achieved 

(x) Competition For Key Staff
· Management/practitioner structure of unit streamlined with improved salary and career prospects financed by a reduction in management posts

· Trainee Revenues, benefits and customer services posts introduced to enable trained officers to be recruited when experienced practitioners move on.


Paper 12

Review of Housing Benefits Appeal

Administration

Scrutinised by O and S Committee 1st April 2004

Paper 13

External Threats to Revenues and Benefits Services

Scrutinised by O and S Committee 20th October 2005


All Actioned

All Actioned

Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

(xi) External Threats to Revenues and Benefits Services
            (However opportunity for Council Corporately).

· Paper covering implications of reduced government grant

· Gershon Efficiency Savings

· Joint/shared Service Provision

· Maintaining Council’s Excellent (DWP)/CPA Rating Members endorsed the long term objective of delivering a ‘good’ Revenues and Benefits Service (based on (DWP)/CPA assessment interview)

      However, where service provision has a direct impact on the customer

      attempt to maintain excellent service.

(xiii) Supporting Local Post Offices
Local Post Offices supported by introduction of Post Office Payments facility, 7,185 customers now using the facility(in conjunction with other initiatives) resulted in increased cash collection performance
Paper 14

External Threats to Revenues and Benefits Services

Scrutinised by O and S Committee 20 October 2005

Paper 15

Supporting Local Post Offices

Scrutinised by O and S Committee


See AP 37-40

All Actioned 



Improvement Identified
Best Value Evidence Cross Reference
Action Plan Performance

Opportunities

1)      Progressing Corporate Agenda and Championing External        Opportunities   

The Best Value Review investigated how the Unit has contributed or could better contribute to 

· Supporting Council’s main priorities of learning city and green, clean and safe.

Also external challenges 

· Non-Domestic Rating Small Business Rate Relief 

· Government Welfare Agenda (Customer Management System, Local Housing Allowance)

· Benefit Fraud Strategy

· Benefit Take Up

· Council Tax April 2007 Banding Revaluation (now delayed)

-     Rural Proofing
Paper 16

Progressing Corporate Agenda and Championing External Opportunities
Scrutinised by O and S Committee

28th July 2005
See AP 31-36

