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Description of the Service

Housing 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.  Identification of error and fraud in the scheme is undertaken to ensure that benefit is awarded correctly,  with investigations taking place to ensure that appropriate sanctions are imposed when necessary.

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 the local taxes due and amounts owing in the most efficient and effective way. 

Aims and objectives
Revenues and Benefits
The Revenues and Benefits service has the following aims and objectives:

Aim 1: To provide a high quality, customer focused service that pays the right benefits, discounts and reliefs to the right people at the right time.

Aim 2: 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.

Aim 3: To provide value for money for customers and taxpayers by focusing our services around customers needs.

Aim 4: To ensure that the service we deliver meets the needs of customers and stakeholders by undertaking regular liaison and consultation.

Aim 5: 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.
Aim 6: To have well-trained and knowledgeable staff, able to provide an efficient and professional service to the Council and its customers.

The Revenues and Benefits service has the following mission statement:

“Deliver right service at right time that meets customers needs”.
Review of 2008/2009

Revenues and Benefits
Benefit Inspection: The key event this year was the inspection of the Benefits Service by the Audit Commission during week commencing 9th June 2008.  The Inspectors scored the service against new “Key Lines of Enquiry”, and made two judgments: “How well is the service performing?” and “What are the prospects for improvement?”  The inspectors reported that the Benefits Service is poor, but has promising prospects for improvement.  

The inspectors recognised that there had been significant improvement in the performance of the service, particularly in claims processing, but also noted areas where further improvement was required.  The recommendations made by the inspectors covered work already identified by the service managers before the inspection took place, and relevant actions were included in the service plan for 2008/09.  However, an additional, specific, detailed improvement plan has been prepared and has been approved by members.  Progress against this plan will be monitored to ensure there is continual improvement against the Key Lines of Enquiry.  A re-inspection of the Benefits service is planned for the third quarter of 2009/10.
Performance: There has been continual improvement throughout 2008/09 in the time taken to process new claims for Housing and Council Tax Benefit and changes in circumstances.  The Council Tax collection rate has been sustained compared to 2007/08, but Business Rates collection has been less successful, due to the economic downturn.  Proactive initiatives have helped the Fraud Team achieve a number of successful sanctions and prosecutions during the year.

The service has experienced a considerable increase in workload in recent months as a result of the current national economic situation.  However, performance has not suffered and, in fact, continues to improve due to careful monitoring, prioritisation and management of the teams’ work.
Professional Service: We continue to support staff through technical training to assist their personal development and to build the knowledge base within the service.  Time is set aside for each member of staff to use our online training tool, which helps keep knowledge of the law and best practice up to date.  This is further enhanced by internal and external training courses, and a number of staff are studying for professional Revenues and Benefits qualifications.  Analysing the results of quality checks, appeals and complaints identifies specific training needs.

Staff Involvement: Principal Officers and Team Leaders attended a series of workshops to learn how to use techniques such as “Lean” (making business processes more efficient) and “Kaizen” (making small improvements to enhance the whole).  These have been put into practice and involve all the service staff in identifying things that cause problems for customers or the service, and in helping design solutions. All teams hold brief Communication Meetings each day – usually 5 or 10 minutes – where the previous day’s performance is reviewed, daily targets agreed, and any ideas or concerns are raised.  Several ideas arising from these meetings have been incorporated into this service plan.  Whilst, at the outset, these meetings and the techniques used were met with some scepticism by staff, they have proved to be highly successful and staff now find them useful and informative.

BECS (On-line Benefit Claims): The Benefits Electronic Claims System (BECS) has been successfully implemented, and has improved the quality of claims received for Housing and Council Tax Benefit. This, in turn, has helped reduced the time taken to process claims.  Following training provided by our staff, the system has been adopted by several of our partners, including South Staffordshire Housing Association, Social Services, Citizens’ Advice and Age Concern.

Working with Partners: The service continues to work closely with other service areas, including: Customer Services, Housing, Licensing, Environmental Health and Housing; and external partners including: Citizens Advice Bureau, Age Concern, County Social Services, Pension Service and Department for Works and Pensions, which has increased the awareness and closer working of the varying aspects of the service.  The service has dealt with an increase in work load, whilst continuing to improve performance, through the close management and monitoring of work.

Local Strategic Partnerships: The service has been involved in three strands of the Local Strategic Partnerships, being: Housing, Economic Vibrancy and Health and Well Being, which has helped to strengthen the working partnerships with internal and external organisations to the benefit of our mutual customers, whilst raising the profile of the service and being a gateway to new opportunities.

Closer working with other authorities: has been used to review the way in which work is undertaken within the service to identify and ensure best practise is implemented in all areas.  Continued close working with our colleagues at the Fraud Investigation Service at Job Centre Plus has enabled successful joint investigation and prosecution of fraud cases.

Authorisation for others to accept and verify Benefit Claims on behalf of the service - Registered Social Landlords (RSL’s), the Housing Service, Age Concern and the Pension Service have been trained to receive and verify Housing Benefit and Council Tax Benefit claims on behalf of the Benefit Service.  This will maximise the opportunities for working in partnership with external partners to reduce the impact on the customer in claiming multiple benefits; to improve the speed of processing Housing Benefit claims and the quality of claims being submitted by the tenant.

Installation of new hardware: A replacement of the hardware that is used to host the software used to update the Council Tax, Business Rates, Benefits, Fraud and Cash Receipting systems was successfully completed.  This has improved the time taken to update the records, which in turn helps to improve the time taken to process the work.

Payments and refunds by BACS: Housing Benefit claimants are being encouraged to receive payment of their Housing Benefit direct into their bank accounts, as a more secure and timely method in which to receive their payments.   This initial take-up of this method of payment is in excess of 45% of claimants.  Refunds of Council Tax and Business Rate overpaid amounts are also being encouraged to be paid directly into bank accounts as the preferred method.

New Legislation: There were a number of important legislative changes during the year, requiring upgrades to the Pericles IT system and staff training to ensure a smooth and successful transition.  All new schemes have been successfully implemented, and are outlined below:

· Local Housing Allowance, a new scheme for tenants of private landlords, where the level of Housing Benefit is based on the size of the family unit rather than the actual rent paid;

· Employment Support Allowance, which replaces Job Seekers Allowance and some incapacity benefits for people of working age;

· The introduction of a Non-Domestic Rates charge in respect of empty business properties (note that this legislation is being temporarily repealed for the 2009/10 financial year).

Mobile Working – this is now being piloted by the Service’s Visiting Officers prior to extending to external service providers and other service areas.

Overpayments – support has been provided by the Performance Development Team from the Department of Works and Pensions in progressing this project to move the administration and management of Housing Benefits overpayments under the umbrella of the Revenues and Benefits service, thereby increasing the income available to the Council and ensuring that proactive recovery acts as a deterrent to prevent future overpayments being caused by the claimant.

Plans for 2009/2010

Revenues and Benefits

Downturn in the economy – the potential to maintain the high levels of collection of Council Tax and Business Rates is likely to become difficult over the short to medium term.  A continual review of the amounts collected will be undertaken. Staff will be as supportive as possible to customers experiencing financial difficulties, ensuring that they are entitled to the correct levels of discounts and exemptions, and look to maximise their income through entitlement to relevant benefits.  Customers will be signposted to external partners, such as Citizen’s Advice Bureau, when appropriate.  

There has been a marked increase in the number of claims being received for Housing and Council Tax Benefit, which is likely to continue during 2009/2010.  We will ensure that the service’s resources are closely monitored to maximise the way in which work is undertaken to the benefit of our customers.  

Historic evidence suggests that there is likely to be more error and fraud in the system during times of economic recession.  We will continue to educate our customers and ensure that accurate levels of benefit are paid through proactive exercises.  Successful fraud prosecution cases will be publicised as a deterrent and to re-emphasise the Council’s commitment to fighting benefit fraud.

Change of Software System - In November 2008 Anite, providers of the Pericles software system, sold their division known as Anite Public Sector to Northgate.  Northgate have recently announced their decision to de-commission Pericles by February 2011.  This means we will be forced to change our software system.

Northgate have presented a proposal to migrate the service onto their Revenues and Benefits software product formerly known as “iWorld”, but now just known as “Northgate”. 

The service will explore the options available to the Council, which will include discussions with other Pericles users, neighbouring authorities and Capita, the only other supplier of Revenues and Benefits systems.  All opportunities for joint working and procurement will be explored prior to a favoured option being put before members.  

Customer Consultation – customers will be regularly surveyed to establish: their reasons for contacting the service; that the service received was satisfactory; how they prefer to contact us; and for suggestions on improvements that could be implemented.

Re-inspection of the Benefit Service - A further inspection of the Benefits Service by the Audit Commission will take place during 2009/10.  This will be a full inspection of the service, but the Inspectors will want to see progress made against the Improvement Plan, and evidence that those service improvements have, and will be, sustained. Maintenance of the usually high collection rates for Council Tax and Business Rates is likely to become difficult over the short to medium term.  The level of collection will be continually monitored throughout the year so that remedial action can be taken swiftly if necessary.
Government Connect - the service will review its data security procedures throughout the year to ensure that it fully complies with the requirements of the Code of Connection standard for the Government Connect Secure Extranet.

Staff Development - the development of the knowledge and skills of the teams within the Revenues and Benefits service, to ensure staff are continually developed and tested with their knowledge of Revenues and Benefits, and the wider impact their role has on the residents of South Staffordshire.  Staff who wish to follow the Institute of Revenues, Rating and Valuation professional courses, and those who attend professional seminars and courses, will be supported to strengthening the knowledge bank of the service and successive planning for the service.

Working with Partners - To provide support and awareness training to partner organisations and other service areas who are in contact with our mutual and potential customers. Work will be undertaken with our partners in the public and voluntary sector, and other service areas, to increase the accessibility of the service and thereby increase customer service provision.  Regular liaison meetings and consultation will take place to ensure that all stakeholders contribute to the future development and improvement in the service, and to ensure that the service being provided meets the expectations of its users.  

We will ensure that we prioritise our service according to the local needs providing a quality customer service, focusing on the customer’s needs and adapting our service so that we can have a positive impact on our customers’ lives and ultimately improve their quality of life. We will work with our customers and partners to continually review documentation, leaflets and forms that are used to ensure that they are appropriate and written clearly. We will tie this in with the Local Area Agreement and promote how the service has an important role within this agenda.  We can impact directly on reducing homelessness, individual debt, assisting with the Back to work campaign and help to improve the lives of particular vulnerable groups within the community. 

Lean Working - To review procedures of all roles and duties undertaken within the service to ensure lean measures are implemented and best practise methods adopted, whilst providing a customer focussed service that is compliant with legislative changes, ensuring that all staff understand and follow them.  To ensure that the software systems currently utilised are maximised, reviewing the way in which they are used to reduce bureaucracy; ensure house keeping routines are run regularly and to implement enhancements and improvements when identified.
Performance Management - Performance management will be embedded within the Revenues and Benefits Service, to ensure that staff are developed and their potential is maximised, developing our Performance targets in relation to our own local requirements.  We will closely monitor subsidy that is claimed against the payment of benefit to ensure that it is maximised, in order that we are able to claim against the actual amounts of Housing and Council Tax Benefit that are paid, and where appropriate, subsequently overpaid.  Reducing error and eliminating backlogs will aid this process.
Publicity - Publicity of the service to ensure that potential customers are encouraged to use the service, and that existing customers are in receipt of the correct amounts of benefits, reliefs, discounts and exemptions.  Use of the internet is to be expanded to encourage use of electronic forms.  Regular contributions will be made in the Review magazine that is distributed throughout the district to all residents, and has been identified as the preferred method of communicating information regarding the service.

Benchmarking and implementing Best Practice - Analysis of appropriate benchmarking groups to ensure that improvements may be identified and implemented to increase the value for money of the service.  Closer working with neighbouring authorities will help to identify improvements in procedures and processes.  Consideration will be given to activity based costing to assist in the process of quantifying the financial benefits identified through changes and improvements that are implemented.
NI14 - A detailed analysis of the results of work undertaken to establish performance against the National Indicator 14 – Avoidable Contact, will be undertaken to identify improvements required to reduce future results against this indicator.

Pro-active work – by intelligent use of demographic data, resources will be appropriately directed to encourage take-up of the service; identify cases where customers are more likely to need to be educated in notifying of changes to their circumstances; and where fraudulent entitlement is likely to occur.

Housing Benefit Overpayment - To effectively manage and administer Housing Benefits Overpayments to increase the income available to the Council and to use the proactive recovery as a deterrent to prevent future overpayments being caused by the claimant.

Printing Requirements - A review will be undertaken of the printing requirements of the service to ensure that the most appropriate means of printing are utilised to increase efficiency and reduce costs.

Home Working - A feasibility study will be undertaken into the potential benefits of home working.  Aims are to improve an employee’s work-life balance through greater flexibility in working patterns; staff retention; and reduced levels of staff absenteeism due to sickness and unplanned annual leave.  There is reported to be an increase in the productivity of home workers, whilst retaining accuracy and quality of work.

Legislative Changes - There are a number of known legislative changes to be enacted in 2009/10 and the service will need to deal with these by updating the system software, reviewing procedures, training staff and publicising the changes to our customers and stakeholders.  These include:

· The introduction of a supplementary business rate under the Sustainable Communities Bill, which will be set at County level. but will be collected by Districts

· The temporary suspension of the regulations requiring rates to be levied on empty business properties.

· The introduction of a full disregard of child benefit and maintenance payments in Housing and Council Tax Benefits entitlement calculations.  This will bring many more families into benefit.

In and Out of Work programme – is due to be implemented shortly to improve the service to customers who move in and out of work and who have to deal with: Jobcentre Plus for their out of work benefits; HMRC for Tax Credits; and the Council for their Housing and Council Tax Benefits.  The aim is to provide a single point of contact for customers where information is gathered for all benefits and shared securely across the organisations.  This streamline approach enables quicker simultaneous payments to customers giving them greater confidence to take up work, particularly offers of short-term employment.

Contribution to Local Area Agreement - The Revenues and Benefits service will contribute towards the Local Area Agreement for Staffordshire’s 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 the local council and police, by working in partnership 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 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, by supporting our colleagues in Housing by the prioritisation of any cases identified as experiencing delays in the processing of claims and considering Discretionary Housing Payments which may be appropriate.

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

Corporate Strategy

The Service will support the Corporate Aims and Objectives identified in the Corporate Strategy through Aim 4, to be a district recognised for strong community leadership and partnership working and Aim 5, to be a well managed Council.

Outline Plans for 2010/2011 and 2011/2012

· Replacement of Revenues and Benefits software:  See above.

· Welfare Reform Bill – preparation will continue on the requirements of the service to comply with the changes that are implemented as part of this Government initiative.

· The services will continue to develop partnership working with neighbouring authorities to provide support and enhance the capacity of the Revenues and Benefits Service.

· The Tribunals, Courts and Enforcement Act 2007 is creating a new, simplified statutory framework for tribunals, which will have an impact on the Appeals and Valuation Tribunals that are used by Revenues and Benefits by

i. unifying the existing law relating to enforcement by seizure and sale of goods, which will require a review of the way in which debts owing to the Council are collected by bailiffs, and

ii. changing the debt-management schemes, which include administration orders and enforcement orders, which will have an impact on the approach that is used in the recovery of debts.

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:

· Housing Benefit Security: Number of fraud investigations

· Housing Benefit Security: Number of prosecutions and sanctions

· Percentage of changes in benefit payments identified through actions by Fraud and Intervention staff

· 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.

· The average processing time taken for all notified change events that require a new decision by the authority

· Accuracy of processing: Percentage of cases for which the calculation of the amount of benefit due was correct on the basis of the information available for the decision, for a sample of cases checked post-decision

· The annual amount of Housing Benefit overpayments (HB) recovered, as a percentage of the total amount of HB overpayments outstanding

· Speed of Processing: Percentage of new claims processed within 14 days of receipt of the full information necessary to process the claim

· Time taken to undertake a home visit following receipt of a request

· Average time taken to process applications for reconsideration

· Average time taken to process appeals

· % of direct payments made to claimants in receipt of Local Housing Allowance
· % of payments to claimants being made by BACS
· % of benefits paid compared to amount received in subsidy payments

	Target 2009/2010

8569

13 days

287

42

30%

20 days

10 days

99%

20%

95%

7 days

10 days

6 weeks

80%

80%

99%


	Revenues

Local Indicators:
· Percentage of Council Tax Collected

· Percentage of Business Rates Collected

· Processing time (in days) for Revenue general enquiries

· Percentage of Council Tax payers paying by Direct Debit

· Percentage of Business Rates payers paying by Direct Debit


	Target

2009/2010
98.4%

96%

10 Days

70%

55%




	REVENUES AND BENEFITS SERVICES



	
	ACTION
	CONTACT
	RESOURCES
	KEY DATES
	

	No
	ACTION Name
	Lead Officer
	Budget £
	Cap or Rev
	Start
	End
	Corp

Aim
	Perf. measure
	EIA Req’d?
	EIA 

Due Date

	1
	Identify and deliver appropriate training requirements for staff within service
	Elaine Fox
	Existing Budget
	Revenue
	01/07/08
	31/03/10
	4

5
	NI 181

Accuracy of processing
	No
	N/a

	2
	Undertake appropriate liaison and closer working with internal service areas, including Customer Services, Housing and Health
	Elaine Harper
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	3

4

5
	Improved Customer Satisfaction

Increased awareness of service
	No
	N/a

	3
	Ensure appropriate liaison and closer working with external organisations, including Age Concern, CAB, Pension Service, JCP and Social Services, and the introduction of multi agency referrals.
	Elaine Harper
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	3

4

5
	Value for Money

Improved Customer Service

Number of partner referrals

Increased take-up

Increased accessibility of service
	No
	N/a

	4
	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
	Revenue
	01/06/09
	31/12/09
	5
	NI 180 & 181

Improvement in speed of processing and accuracy


	No
	n/a

	5
	Work with IT services to ensure that Government Connect is fully implemented
	Tracey Richards
	Existing Budget
	Revenue
	01/04/09
	30/04/09
	5
	Live GCSx connection
	No
	N/a

	6
	Review publicity of service, including letters issued, leaflets and forms to reduce avoidable contact
	Tracey Richards
	Existing Budget
	Revenue
	01/05/09
	30/09/09
	5
	Improved Customer Service

Increased take-up
	Yes
	01/04/09

	7
	Benchmarking comparisons with other authorities analysing and identifying improvements in costs, procedures and processes
	Tracey Richards
	Existing Budget
	Revenue
	01/06/09
	31/10/09
	5
	Net cost of service
	No
	N/a

	8
	Conduct customer surveys and consultation, analysing the results to ensure that the service is meeting their needs
	Tracey Richards
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	4

5
	Improved Customer Satisfaction
	Yes
	01/04/09

	9
	Promote the take-up of benefits, encouraging new applicants and re-applicants following changes in the legislation e.g. Child Benefit and Maintenance disregards
	Caroline Deeming
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	5
	Increased caseload
	No
	N/a

	10
	Use intelligent data to assist in proactive drives to identify fraud in the system
	Eric Labhart
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	5
	HB Security P.I.s
	No
	N/a

	11
	Promote the discounts, exemptions and reliefs available within revenues
	Rosemary Arnold
	Existing Budget
	Revenue
	01/06/09
	31/10/09
	5
	Increased numbers of reductions granted.

Collection rates for Council Tax and NNDR
	No
	n/a

	12
	Implementation of In and Out of Work Project in conjunction with DWP
	Elaine Harper
	Existing Budget
	Revenue
	01/04/09
	31/05/09
	4

5
	Project implemented successfully

Speed of processing (NI 181)

Improved Customer Satisfaction
	Yes
	01/04/08

	13
	Reduce avoidable contact with service
	Elaine Harper
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	5
	Improved Customer Service

NI14
	No
	N/a

	14
	Review printing requirements of service
	Nikki Banks
	Existing Budget
	Revenue
	01/05/09
	30/06/10
	5
	Value for Money

Net cost of service
	No
	N/a

	15
	Introduction of career grading within service
	Tracey Richards
	Service Challenge £16,573
	Revenue
	01/04/09
	31/05/09
	5
	Changes agreed and implemented

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

	16
	Maximise take-up of Discretionary Housing Payments
	Elaine Harper
	Service Challenge £13,000
	Revenue
	01/04/09
	31/03/10
	5
	Award of DHPs maximised to utilise resources available.

Prevention of homelessness 
	No
	N/a

	17
	Undertake feasibility study into Home working
	Tracey Richards
	Existing Budget
	Revenue
	01/07/09
	30/09/09
	5
	Study presented to Senior officers and Members for consideration
	Yes
	01/04/09

	18
	Contract printing and mailing of annual billing and benefit notification letters
	Tracey Richards
	Service Challenge £6,000
	Revenue
	01/10/09
	31/01/10
	5
	Value for Money

Net coat of service
	No
	N/a

	19
	Re-inspection of the Benefit Service by the Audit Commission
	Tracey Richards
	Existing Budget
	Revenue
	01/04/09
	31/03/10
	5
	Audit Commission judgement scores: Performance and Prospects for Improvement


	No
	N/a


	Risk No
	Description
	Likelihood

(L1)
	Impact

(I1)
	Gross Risk

(L1xI1)
	Mitigation
	Likelihood

(L2)
	Impact

(I2)
	Inherent Risk

(L2)x(I2)
	Responsible Officer
	Corporate Aim
	Opportunities Presented

	RB1
	Integrity of new employees
	2
	4
	8
	CRB check undertaken of all new personnel
	1
	3
	3
	T. Richards
	5
	

	RB2
	Risk of fraud, theft or misappropriation of funds by staff
	2
	3
	6
	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.
	1
	2
	2
	T. Richards
	5
	

	RB3
	Experienced staff leaving and difficulty in recruiting senior staff 
	3
	5
	15
	 Knowledge is shared across service, with written procedures developed covering all areas, and succession planning in place to ensure continuity of service.  Introduction of career grading.
	2
	2
	4
	T. Richards
	5
	Build capacity of service to cope with temporary staff shortages or unforeseen peaks in workload

	RB4
	Unauthorised payments
	4
	4
	16
	Procedures followed to minimise risk to authority, with segregation of duties.
	1
	4
	4
	T. Richards
	5
	

	RB5
	High reliance on IT systems and external providers to deliver services which could lead to a loss of service if provision is not maintained
	3
	4
	12
	Management contract and SLA with software suppliers, external providers and agreement with neighbouring authorities under disaster recovery plan
	1
	3
	3
	T. Richards
	5
	Contribute to shared services agenda

	RB6
	Failure to collect direct debit payments on due date
	3
	4
	12
	Procedures in place to enable early notification to Accountancy and rearrangement of short-term finances
	2
	3
	6
	T. Richards
	5
	

	RB7
	Sufficient resources at times of peak customer demand
	2
	3
	6
	Flexible working within Revenues and Benefits service and reciprocal arrangements with Customer Services
	1
	3
	3
	T. Richards
	5
	Build capacity of service to cope with temporary staff shortages or unforeseen peaks in workload

	RB8
	Area unable to deliver service due to failure of an in-house service
	3
	3
	9
	External service deliverers identified
	2
	2
	4
	T. Richards
	5
	

	RB9
	Injury to member of visiting staff due to lone working
	2
	2
	4
	Adherence to Lone Worker and health & safety protocols with development of corporate “potentially violent persons” register
	1
	2
	2
	T. Richards
	5
	Demonstrate concern for welfare and that staff are valued

	RB10
	Third party (Bailiffs) collections incorrect, lost or stolen
	2
	3
	6
	Use of certificated and accredited collection agents, with indemnity against loss to the Council
	1
	3
	3
	T. Richards
	5
	

	RB11
	Failure or delay in identifying new properties to be entered in the Lists, leading to loss of income
	3
	2
	6
	Close liaison with other services and external partners. Regular inspections carried out.
	2
	2
	4
	T. Richards
	5
	Improved joint working and contribute to shared services agenda

	RB12
	Incorrect parameters set at annual billing, leading to incorrect bill issue and re-billing
	2
	5
	10
	Prior to annual billing parameters independently checked and audited 
	1
	5
	5
	T. Richards
	5
	Identify problems before external audit
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