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1.1
Description of the Service 

1.1.1
Direct Services provides a range of front line transactional services to the residents of South Staffordshire that includes Benefits, Local Taxation, Customer Services and Commercial Development. 

Land Charges (carried out by the Head of Democratic Services) and Building Control also fall within the portfolio.  However, the details of these services and the relevant plans for 2010/11 are not included in this document.

1.1.2
Housing & Council Tax Benefit is an important part of welfare provision designed to enable people on lower incomes access to a decent home.  It also plays a key part in enabling people to make the transition from welfare into work.

1.1.3 Revenues is a statutory service and is responsible for the administration, billing, collection and recovery of Council Tax, National Non Domestic Rates and the recovery of overpayments of Housing Benefits.  The Council has a legal duty to administer and collect local taxes due in the most efficient and effective way.

1.1.4 Members of staff in Revenues and Benefits have been consulted in the development of this service plan through discussions in team meetings.  They have also been given the opportunity to submit ideas for service improvement for inclusion in these plans.
1.2 The Portfolio has the following aims and objectives: 

1.2.1
The Revenues and Benefits service:

· To provide a high quality, customer focused service that pays the right benefits, discounts and reliefs to the right people at the right time.

· To collect Council Tax, Business Rates and Housing Benefits Overpayments effectively, maximising income to the Council and minimising the customer’s level of debt as appropriate.

· To provide value for money for customers and taxpayers by focusing our services around customers needs.

· To ensure that the service we deliver meets the needs of customers and stakeholders by undertaking regular liaison and consultation.

· To reduce fraud and error in the system by increasing the number of customers who understand what is expected from them, and what they can expect from us.
· To have well-trained and knowledgeable staff, able to provide an efficient and professional service to the Council and its customers.

1.2.2 The long term vision for the Revenues and Benefits Service is:

· To maximise the opportunities for partnership working and shared services.

· To provide a service that is “Value for Money”, but of a high standard for the residents of the district.

· To embed continuous improvement in the service to our customers.

· To build and use resources intelligently, positioning the service to deal effectively with future changes in the administration of national welfare benefits.
1.3
Review of 2009/2010
1.3.1 The Revenues and Benefits Service:

· The Benefits Service reached the 2009 IRRV Awards finals in the “Most Improved Team of the Year” category.  In October, members of the team attended the IRRV annual conference in Bournemouth, where South Staffordshire had a stand in the “Awards Village” to showcase the team’s achievements. Sadly, we were not successful in bringing back the winners trophy, but it was pleasing that several members of the team were present at the awards ceremony in Bournemouth to celebrate the team’s success.

· The Audit Commission undertook an inspection of the Benefits Service during week commencing 30th November 2009.  This 2nd inspection was recommended by the Audit Commission following the inspection of the service in June 2008, which concluded that the service was “Poor, but with promising prospects for improvement”.   The recommendations made in the 2008 report have all been delivered, as follows:

1. improving the way overpayments are managed and collected;

2. engaging with and involving customers and partners;

3. introducing a one-stop shop approach to dealing with customers; and

4. ensuring staff training needs are met so they can deliver a quality service.

· The Inspectors have again scored the service against the “Key Lines of Enquiry”, and made two judgments: “How well is the service performing?” and “What are the prospects for improvement?”  We are pleased to report that the Inspectors have recognised the work undertaken to improve performance and deliver excellent customer service, and this time have judged the service to be:

“Good, with promising prospects for improvement”

This is an excellent result, and South Staffordshire Council’s Benefits Service enjoys the distinction of being the first Benefits Service in the Country to be awarded a “Good” two-star rating under new, more rigorous, Audit Commission inspection regime.

The recommendations for further improvements to the Benefits Service, suggested by the Audit Commission, have been incorporated into the 2010/11 Service Action Plan.

· Following a tender exercise, Members approved Capita Software Services as the new provider of Revenues and Benefits software.  The new system must be implemented before the end of 2010 when the current Pericles software is due to be de-supported.  Work has commenced to ensure that there is minimal disruption to the service provided to our customers during the implementation of the new system.

· There has been continued improvement throughout 2009/2010 in the time taken to process new claims for Housing and Council Tax Benefit and changes in circumstances.  The Council Tax and Business Rates collection rates have also improved compared to 2008/09.  The Revenues team have improved the time that is taken to complete all work. The Fraud Team has exceeded the annual target for successful sanctions and prosecutions during the year.

· The workload for the service continued to increase in the early part of the year, but is now showing signs of stabilising.  However, performance has not suffered and, in fact, continues to improve due to the careful monitoring, prioritisation and management of the teams’ work.

· The service is involved in five of the six strands of the Local Strategic Partnership:

- Housing

- Economic Vibrancy

- Health and Well Being

- Children and Young Persons

- Community Safety

· The service is contributing to wider community outcomes such as increasing Staffordshire people’s quality of life, by improving the service that is provided locally and increasing the economic prosperity by specifically supporting the reduction of crime, supporting people back into work and reducing homelessness.

· Examples of take-up activities that have been undertaken through working with partners, as well as under our own initiatives, include:

1.  Targeting existing customers who had not informed us of their entitlement to
     Attendance Allowance or Disability Living Allowance;

2.  Sloppy Slipper joint event with Social Care and Health; the Fire and Rescue Service; Environmental Health; Health and Wellbeing; which is aimed at reducing falls in the home;

3.  Involvement in carers’ events to provide advice to enable them to maximise their income;

4.  Joint advertisements with neighbouring councils;

5.  Widely publicising the availability of extra benefit because of changes in the way child benefit and capital is used when working out benefit entitlement - leaflets have been distributed to children throughout the district (via schools and children’s services) to encourage their parents/guardians to check if they may be entitled to help with their rent and Council Tax, and leaflets have been distributed with the concessionary fares scheme.

6.  Reminding people who receive court summons for non payment of Council Tax of what help is available and raising awareness of the benefit calculator; and

7.  Take-up awareness talks with partners, community groups and local parish councillors.

· Members approved an increase in the 2009/10 budget for Discretionary Housing Payments. These payments can be made, at the discretion of the Council, in cases where it is considered that additional help with housing costs and Council Tax is needed by vulnerable customers.  It is anticipated that the annual limit allowed will be fully utilised during 2009/10.

· In 2009, the Benefits service worked in partnership with Jobcentre Plus (JcP) on the implementation of the “In and Out of Work” programme.  We were one of the first authorities in the Country to go live with this new initiative to streamline the benefits process for persons who move in and out of work. The project is designed to encourage unemployed people to take up temporary work when it is available.

· The service issues regular surveys to its customers to gauge the level of satisfaction that the customer is experiencing, and to identify improvements that they would like to see.

-  Over 94% of those surveyed feel that the service is providing the information and advice that is needed; 

-  Over 96% state that they were treated fairly by staff, who were helpful and polite; 

-  Over 96% are satisfied with the overall service given.  

Some comments received from the customers, when asked what we could do better for them, include: 

“Nothing, all my calls were dealt with satisfactorily, I could not ask for more”, and
“I am very happy with the service you already give”.

In suggestions from customers for improvements to the service, there has been a consistent message that they would prefer a localised and more accessible service.  A weekly surgery is now held at Wombourne Leisure Centre, together with colleagues from Housing Services.  The service, in partnership with other service areas, is investigating the options for extending the accessibility of the Council’s services to other parts of the district.

· Members of staff are encouraged to look for ways to improve the service that customers receive.  The Service has invested in a series of workshops to develop “lean” thinking.  The aim was to encourage staff to look at the service delivery and what improvements could be made that would benefit customers.  As part of a culture of continuous improvement suggestions are encouraged on ways the service can be improved.

One of these suggestions was an appointments system for benefits customers, which was introduced with Solutions. It has achieved the aim of streamlining the claiming process for customers, with the number of customers providing all the information first time increasing from 60% to 95%, and speeding up the time it takes to get benefit into payment, with a reduction on average of 13 days.  It is also having an impact of the previously time-consuming role of dealing with valuable documents that had been sent in by post, as customers are now prepared in advance to present these at the appointment.

· The Revenues Team implemented the new Business Rates Deferral scheme, introduced by the Government on 31st July 2009 to alleviate the rates burden on struggling businesses. Whilst promoting this new scheme to businesses, we also issued information on behalf of Business Link detailing other support available.

· Some examples of where the Service has worked in partnership to reduce costs are:

1. The procurement of finding a replacement IT system, where several councils worked together to ease the process of procuring a new system.  The potential for sharing resources, such as training, back-filling staffing resources and any other areas that will reduce the impact of the change of system on the service are also being explored;

2. Jointly producing leaflets and utilising the national benefits leaflet scheme;

3. Participating in a joint recruitment and training exercise.

The service was successful in securing money through the Future Jobs Fund which will provide two long term unemployed young people the opportunity to undertake work within the service.
1.4 Plans for 2010/2011 & 2011/2012 & 2012/2013

1.4.1 Revenues and Benefits 

· In November 2008 Northgate Information Solutions UK Ltd acquired Anite Public Sector Holdings Ltd.  Anite were providers of our Revenues & Benefits software system, Pericles.  Shortly after the acquisition, Northgate announced their decision to de-commission Pericles by February 2011.  This means we are forced to change our software system.

Following a tendering exercise and member approval, Capita Software Services have been appointed to supply the new Revenues and Benefits software.  Due to the specialist nature of the project and the relatively short timescale in which the project must be completed, an external project management company – Meritec Ltd - has been appointed to support the service through the system conversion.

The Service is working with several other Councils who are undertaking the conversion from Pericles to maximise the potential for reducing costs and sharing knowledge and experience.

· As part of the system implementation project, the opportunity will be taken to review and redesign all letters and literature produced by the Revenues and Benefits Service in order to improve both its accuracy and clarity for the customer.

· Vulnerable Customers are often signposted by the service to the South Staffordshire Citizens Advice Bureau (CAB), and a large percentage of all enquiries being dealt with by the bureau relate to benefit issues (30%) and debt problems (50%).  The CAB experiences the common problem of providing a service to the widespread geographical area of South Staffordshire and has to consider access/outreach points to meet the needs of the community.  The Revenues & Benefits Service will be working with the CAB to investigate the potential for enhancing our working relationship to the mutual advantage of our organisations and the residents of the district.

· In support of the Sustainable Community Strategy for 2008-2020, the service will continue to support five of the six themes which focus on:

· Housing

· Economic Vibrancy

· Health and Well Being

· Children and Young Persons

· Community Safety
· The Revenues and Benefits service will contribute towards the Local Area Agreement, in particular the aim of increasing Staffordshire people’s quality of life, by improving the service it provides locally and increasing the economic prosperity, by specifically supporting the following:

NI 21 – dealing with local concerns about anti social behaviour and crime by working with the Community Safety Partnership for South Staffordshire and the Fraud Investigation Unit at the Department for Works and Pensions, ensuring that all cases identified as being potentially fraudulent are dealt with appropriately.

NI 152 – working age population on out of work benefits, to reduce those in receipt of benefits within the area by promoting Housing and Council Tax benefit as an in work benefit to support transition into paid work.

NI 156 – number of households living in temporary accommodation, supporting our colleagues in Housing by prioritising any cases identified as experiencing delays in the claims process, and considering the award of a Discretionary Housing Payment, if appropriate.

NI 172 – percentage of small businesses in an area showing growth, by ensuring that these businesses are encouraged to apply for any reductions to which they are entitled to minimise their Business Rate liability, and support the payment of the charge through mutually agreed payment plans where appropriate.

· The service will continue to support the work being delivered through the Carer’s working group within the Health and Well Being Local Strategic Partnership. We will also attend and support the carer’s events that are held in the district annually with the Carer’s Association Southern Staffordshire
· The Social Care and Health Team of Staffordshire County Council are increasing their capacity to focus on the financial assessments of people they support with social care and welfare benefits.  Opportunities to work together to ensure that our services compliment each other will be explored.

· The use of demographic data will be expanded to inform the take-up activities of the service more appropriately, and to maximise resources used in investigation work.  This will also help us to address issues for hard to reach communities, such as those around gaining access to our services.  There will be systematic evaluation of the outcomes from take-up initiatives and investigation activities to develop our understanding of the reasons why people do not access the service, or why they fail to inform the service of changes in their circumstances.

· The Department of Works and Pensions is currently consulting on its plans on Housing Benefit reform regarding “Supporting people into work”.  The Service will ensure that it remains aware of the intentions and implications of any changes that are implemented as part of this Government initiative.

· Employee Authentication is due to be implemented during 2010/11, preparations will be made to ensure that the Council complies with the requirements of this scheme.

· It has been proposed by the government that Council Tax Benefit be renamed to encourage take-up.  There will be significant practical implications for the service if this is implemented, as it will require a change to our software and – more significantly – all our documents and customer literature.  The progress of this proposal will be monitored and any changes required will be identified in advance of the implementation to minimise the confusion to our customers.

· The facility to receive information electronically and by telephone from claimants wishing to make a new Housing Benefit and/or Council Tax Benefit claim, or advising of change of circumstances regarding a claim for Benefit will be progressed.  This will simplify the claim process and increase the accessibility for customers, which in turn will help to improve the time taken to process the work.

· The feasibility of increasing the frequency of payments of Housing Benefits will be examined in consultation with the Accounts Service, with the aim of reducing the impact on vulnerable people of any delay in receiving payment of their Housing Benefit entitlement.

· A review will be undertaken of the enforcement methods used by the service in the collection of Council Tax and Business Rates to ensure that the most effective methods are utilised considering the duty of the Council to collect the amounts due and the individual circumstances of the customer.

· The service will prepare for the introduction of Business Rates supplementary charges and the removal of the Local Housing Allowance top-up.

· In accordance with the Action Plan detailed below, the service will:

-
Continue to train and develop its staff, linking with the introduction of career grading

-
Develop liaison with internal and external partners 

-
Ensure that compliance with Government Connect is maintained

-
Continue to review processes using “Lean” techniques

-
Publicise the service and undertake targeted campaigns to encourage the take-up of benefits and Revenue reliefs

-
Benchmark service costs and performance against other authorities in order to deliver a value-for-money service

-
Undertake surveys and consultation with our customers

-
Monitor and take action to reduce avoidable contact from customers
2.0
Performance Indicators

The following National and Local Performance Indicators are included within the Direct Services Portfolio:
	Benefits

NI 180 – Changes in Housing & Council Tax Benefit entitlement within the year

NI 181 – Time taken to process Housing and Council Tax Benefit new claims and change events

Local Indicators:

DS/HB1 - Housing Benefit Security: Number of fraud
investigations

DS/HB2 - Housing Benefit Security: Number of 
prosecutions and sanctions

DS/HB3 - The average processing time taken for all new Housing and Council Tax Benefit claims submitted, for which the date of decision is within the financial year being reported.

DS/HB4 - The average processing time taken for all notified change events that require a new decision by the authority

DS/HB5 (a-c)  - Accuracy of processing: 
· (a) Benefits – correct amount of Benefit

· (b) Benefits – non-financial error

· (c) Revenues – correctly administered
DS/HB6 (a-c) – The annual amount of Housing Benefit overpayments (HB) recovered:

· (a) As a % of the amount raised 2010/11

· (b) As a % of the debt outstanding 2009/10

· (c) As a % of the debt outstanding pre 2009/10
DS/HB7 – Speed of Processing: Percentage of new claims processed within 14 days of receipt of the full information necessary to process the claim

DS/HB11 - Time taken to undertake a home visit following receipt of a request

DS/HB8 - Average time taken to process applications for reconsideration

DS/HB9 - Average time taken to process appeals

DS/HB10 - % of direct payments made to claimants in receipt of Local Housing Allowance
DS/HB12 - % of payments to claimants being made by BACS
DS/HB13 - % of subsidy payments received compared to benefit paid

	Target 2010/2011

8104
11 days

350
50
18 days

9 days

99%

96%
99%
20%
40%

30%
95%

7 days

10 days

4 weeks

80%

80%

99%


	Revenues

Local Indicators:
DS/LT1 - Percentage of Council Tax Collected

DS/LT2 - Percentage of Business Rates Collected

DS/LT3 - Processing time (in days) for Revenue general enquiries

DS/LT4 - Percentage of Council Tax payers paying by Direct Debit

DS/LT5 - Percentage of Business Rates payers paying by Direct Debit


	Target 2009/2010

98.4%

98.4%

10 Days

70%

55%


3.0
Equalities & Diversity

3.1 South Staffordshire Council considers Equality & Diversity to be an important consideration when providing services. 

3.2 For every action listed in the Action Plan, consideration must be given to the need for an Equality Impact Assessment.

3.3 This Assessment will be reviewed by the Diversity Reference Group.

4.0 
Financial Resources 
4.1
Revenue Budgets 2010/11

	DIRECT SERVICES PORTFOLIO
	Expenditure
	Income
	Net Expenditure
	Net Expenditure

	 
	 
	2009/10
	2010/11
	2009/10
	2010/11
	2009/10
	2010/11
	2011/12
	2012/13
	2013/14
	2014/15

	SERVICE UNIT/SERVICE
	Original
	Revised
	Estimate
	Original
	Revised
	Estimate
	Original
	Revised
	Estimate
	Project'n
	Project'n
	Project'n
	Project'n

	 
	 
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's
	£000's

	CUSTOMER SERVICES
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Solutions and Contact Centre
	808 
	723 
	855 
	-808 
	-723 
	-855 
	0 
	0 
	0 
	0 
	0 
	0 
	0 

	 
	 
	808 
	723 
	855 
	-808 
	-723 
	-855 
	0 
	0 
	0 
	0 
	0 
	0 
	0 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	BENEFITS SERVICES
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Council Tax and Housing Benefit Payments
	20,319 
	24,121 
	24,273 
	-20,279 
	-23,939 
	-24,091 
	40 
	182 
	182 
	186 
	189 
	193 
	197 

	 
	Rebate Administration
	1,461 
	1,483 
	1,481 
	-677 
	-716 
	-627 
	784 
	767 
	854 
	855 
	858 
	859 
	861 

	 
	Local Tax Collection
	1,141 
	1,028 
	1,032 
	-336 
	-379 
	-361 
	805 
	649 
	671 
	676 
	681 
	686 
	691 

	 
	 
	22,921 
	26,632 
	26,786 
	-21,292 
	-25,034 
	-25,079 
	1,629 
	1,598 
	1,707 
	1,717 
	1,728 
	1,738 
	1,749 

	GOVERNANCE AND SCRUTINY
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Land Charges
	72 
	57 
	60 
	-47 
	-71 
	-50 
	25 
	-14 
	10 
	-38 
	-40 
	-43 
	-44 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	DEVELOPMENT AND BUILDING CONTROL
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Building Control
	499 
	455 
	473 
	-478 
	-359 
	-376 
	21 
	96 
	97 
	56 
	31 
	23 
	16 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	COMMERCIAL DEVELOPMENT SERVICES
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	Industrial Estates
	834 
	900 
	928 
	-999 
	-966 
	-1,019 
	-165 
	-66 
	-91 
	-105 
	-119 
	-134 
	-150 

	 
	Hinksford Mobile Home Park
	229 
	231 
	233 
	-194 
	-194 
	-186 
	35 
	37 
	47 
	43 
	41 
	37 
	34 

	 
	 
	1,063 
	1,131 
	1,161 
	-1,193 
	-1,160 
	-1,205 
	-130 
	-29 
	-44 
	-62 
	-78 
	-97 
	-116 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	DIRECT SERVICES TOTAL
	25,363 
	28,998 
	29,335 
	-23,818 
	-27,347 
	-27,565 
	1,545 
	1,651 
	1,770 
	1,673 
	1,641 
	1,621 
	1,605 


Set out below is a subjective analysis of the expenditure and income contained within this portfolio:

4.2
There are no other service area budgets managed by the Director of Revenue and Customer Services.

4.3
Capital Budgets 2010/2011
	CAPITAL PROGRAMME - SUMMARY OF CAPITAL INVESTMENT PLANS
	Budget 2009/10
	Revised Budget 2009/10
	Budget 2010/11
	Budget 2011/12
	Budget 2012/13
	Budget 2013/14
	Budget 2014/15
	Total

	
	
	
	
	
	
	
	
	

	Direct Services
	 
	 
	 
	 
	 
	 
	 
	 

	Estate Improvements
	 
	16,775 
	 
	 
	 
	 
	 
	16,775 

	CRM System
	 
	130,000 
	 
	 
	 
	 
	 
	130,000 

	Benefits Electronic Claims System 
	 
	14,550 
	 
	 
	 
	 
	 
	14,550 

	Revenues & Benefits New System
	 
	150,000 
	630,000 
	 
	 
	 
	 
	780,000 

	Electrical Inspection Remedial Work
	 
	12,673 
	 
	 
	 
	 
	 
	12,673 

	Estate Management System
	 
	21,925 
	 
	 
	 
	 
	 
	21,925 

	Hinksford Bank Protection Works
	23,000 
	90,000 
	 
	 
	 
	 
	 
	90,000 

	Hinksford - Site Office Extension


	 
	 
	37,500 
	 
	 
	 
	 
	37,500 

	 DIRECT SERVICES TOTAL
	23,000 
	435,923 
	667,500 
	0 
	0 
	0 
	0 
	1,103,423


4.4
Staffing Resources 
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5.0
Action Plans
5.1 
The following outlines the actions that are planned and assigned to the Policy and Partnerships Service during 2010/2011.

The L/E&D column is to flag actions around these issues so that they can be captured for Audit Commission purposes. 
	REVENUES AND BENEFITS SERVICES



	ACTION
	
	CONTACT
	RESOURCES
	KEY DATES
	

	ACTION Name
	EQ/L
	Lead Officer
	Budget £
	Cap or Rev
	Start
	End
	Corp

Aim
	Perf. measure
	EIA Req’d?
	EIA 

Due Date

	Migrate the Revenues and Benefits software from Pericles
	
	Tracey Richards
	£780,000
	Cap
	15/12/09
	15/12/10
	5
	Successful implementation
	No
	N/A

	Identify and deliver appropriate training requirements for staff within service
	
	Elaine Fox
	Existing Budget
	Rev
	01/07/08
	31/03/11
	4

5
	NI 181

Accuracy of processing
	No
	N/a

	Undertake appropriate liaison and closer working with internal service areas, including Customer Services, Housing and Health
	
	Elaine Harper
	Existing Budget
	Rev
	01/04/09
	31/03/11
	3

4

5
	Improved Customer Satisfaction

Increased awareness of service
	No
	N/a

	Ensure appropriate liaison and closer working with external organisations, including Age Concern, CAB, Pension Service, JCP and Social Services.
	L
	Elaine Harper
	Existing Budget
	Rev
	01/04/09
	31/03/11
	3

4

5
	Value for Money

Improved Customer Service

Number of partner referrals

Increased take-up

Increased accessibility of service
	No
	N/a

	Review processes and procedures to ensure Lean working methods are adopted maximising use of IT systems to reduce bureaucracy, duplication of effort
	
	Tracey Richards
	Existing Budget
	Rev
	01/06/09
	31/12/11
	5
	NI 180 & 181

Improvement in speed of processing and accuracy


	No
	n/a

	Work with IT services to ensure that system security remains compliant with Government Connect and introduce the Employee Authentication Service.
	
	Tracey Richards
	Existing Budget
	Rev
	01/04/09
	31/03/11
	5
	Live GCSx connection
	No
	N/a

	Benchmarking comparisons with other authorities analysing and identifying improvements in costs, procedures and processes
	
	Tracey Richards
	Existing Budget
	Rev
	01/06/09
	31/03/11
	5
	Net cost of service
	No
	N/a

	Conduct customer surveys and consultation, analysing the results to ensure that the service is meeting their needs
	
	Tracey Richards
	Existing Budget
	Rev
	01/04/09
	31/03/11
	4

5
	Improved Customer Satisfaction
	Yes
	01/04/10

	Promote the take-up of benefits and revenues, encouraging new applications
	
	Marion Padley/ Sonia Verma
	Existing Budget
	Rev
	01/04/09
	31/03/11
	5
	Increased caseload Increased reductions
	Yes
	N/a

	Use intelligent data to assist in targeting resources effectively and proactive drives to identify fraud in the system
	
	Elaine Harper/
Eric Labhart
	Existing Budget
	Rev
	01/04/09
	31/03/11
	5
	Increased caseload

HB Security P.I.s


	No
	N/a

	Introduce electronic claims and changes in circumstances
	
	Elaine Harper
	Existing Budget
	Rev
	01/08/10
	31/03/11
	5
	Improved speed of processing

Improved accuracy of payments
	Yes
	01/08/10

	Investigate increasing frequency of Housing Benefit payments
	
	Elaine Harper
	Existing Budget
	Rev
	01/05/10
	31/03/11
	5
	Increased customer satisfaction
	Yes
	01/05/10

	Review enforcement methods for Council Tax and NNDR
	
	Sonia Verma
	Existing Budget
	Rev
	01/05/10
	31/03/11
	5
	Increased levels of collection – CTAX & NNDR
	Yes
	01/05/10

	Reduce avoidable contact with service
	
	Elaine Harper
	Existing Budget
	Rev
	01/04/09
	31/03/11
	5
	Improved Customer Service

NI14
	No
	N/a

	Introduction of career grading within service
	
	Tracey Richards
	Service Challenge £16,573
	Rev
	01/01/10
	31/05/10
	5
	Changes agreed and implemented

Increase in number of staff taking relevant qualifications
	No
	N/a

	Maximise take-up of Discretionary Housing Payments
	
	Elaine Harper
	Service Challenge £13,000
	Rev
	01/04/09
	31/03/10
	5
	Award of DHPs maximised to utilise resources available.

Prevention of homelessness 
	Yes
	

	Undertake feasibility study into Home working
	
	Tracey Richards
	Existing Budget
	Rev
	01/01/10
	31/05/10
	5
	Study presented to Senior officers and Members for consideration
	Yes
	01/02/10

	Contract printing and mailing of annual billing and benefit notification letters
	
	Tracey Richards
	Service Challenge £6,000
	Rev
	01/10/09
	31/01/10
	5
	Value for Money

Net cost of service
	No
	N/a


6.0 
Risk Assessment

6.1
The following is an assessment of the risks associated with delivering the actions within the service plan

	

	Code & Title DIRB Revenues and Benefits


	
	
	
	
	
	
	
	
	

	Code
	Title
	Description
	Traffic Light
	Risk Score
	Current Risk Matrix
	Internal Controls
	Guidance
	Managed By

	DIRB01
	Integrity of new employees
	Integrity of new employees
	Green
	3
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O

Impact




	CRB check undertaken of all new personnel
	 
	

	DIRB02
	Risk of fraud, theft or misappapropriation of funds by staff
	Risk of fraud, theft or misappropriation of funds by staff
	Green
	2
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Impact





	System security levels restrict access to accounts.  Random % account checking in place and quality assurance procedures in place. Close monitoring of system controls & exception reports. Separation of duties.
	 
	

	DIRB05
	High reliance on IT systems an
	High reliance on IT systems and external providers to deliver services which could lead to a loss of service if provision is not maintained
	Green
	3
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Impact




	Management contract and SLA with software suppliers, external providers and agreement with neighbouring authorities under disaster recovery plan
	Contribute to shared services agenda
	

	DIRB06
	Failure to collect direct debit payments on due date
	Failure to collect direct debit payments on due date
	Green
	6
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	Procedures in place to enable early notification to Accountancy and rearrangement of short-term finances
	 
	

	DIRB07
	Sufficient resources at times of peak customer demand
	Sufficient resources at times of peak customer demand
	Green
	3
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Impact




	Flexible working within Revenues and Benefits service and reciprocal arrangements with Customer Services
	Build capacity of service to cope with temporary staff shortages or unforeseen peaks in workload
	

	DIRB08
	Area unable to deliver service due to failure of an in-house service
	Area unable to deliver service due to failure of an in-house service
	Green
	4
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Impact

O





	External service deliverers identified
	 
	

	DIRB09
	Injury to member of visiting staff due to lone working
	Injury to member of visiting staff due to lone working
	Green
	2
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Impact





	Adherence to Lone Worker and health & safety protocols with development of corporate “potentially violent persons” register
	Demonstrate concern for welfare and that staff are valued
	

	DIRB10
	Third party (Bailiffs) collections incorrect, lost or stolen
	Third party (Bailiffs) collections incorrect, lost or stolen
	Green
	3
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Impact




	Use of certificated and accredited collection agents, with indemnity against loss to the Council
	 
	

	DIRB11
	Failure or delay in identifying new properties to be entered in the Lists, leading to loss of income
	Failure or delay in identifying new properties to be entered in the Lists, leading to loss of income
	Green
	4
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Impact

O





	Close liaison with other services and external partners. Regular inspections carried out.
	Improved joint working and contribute to shared services agenda
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