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CANNOCK CHASE COUNCIL 

SCRUTINY COMMITTEE 

20TH FEBRAURY 2007 

REPORT OF HEAD OF COMMERCIAL OPERATIONS 

HOUSING AND COUNCIL TAX BENEFITS PROCESSING 

1. Purpose of Report 

1.1 To explain the processes involved in the assessment and payment of an application for 
Housing and Council Tax Benefit. 

1.2 To explain the performance measures in place to benchmark Cannock Chase District Council’s 
performance against other councils. 

1.3 To review and explain our performance. 

1.4 To describe the actions that we are taking to improve our performance. 

1.5 To provide information on the results of the first phase of the 2006 Best Value survey 
undertaken of Benefits customers and to provide a comparison of these results to the results of 
the full 2003 survey. 

1.6 To provide details of the action plan that has been implemented to try to maximise future 
satisfaction rates amongst Benefit claimants. 

2. Recommendations  

2.1 That members note the information regarding our processes, procedures and performance. 

2.2 That members note and support the actions being taken to improve our performance. 

2.3 That members note the results of the first part of the Best Value Customer Satisfaction Survey 
and the actions taken to improve future satisfaction levels.  

 

3. Key Issues 

3.1 The council is responsible for payment of two forms of benefit.  Housing Benefit (HB), which is 
intended to help with the rent paid by tenants of the Council or private landlords and Council 
Tax Benefit (CTB), which reduces the claimant’s Council Tax bill.   

3.2 These benefits are of obvious importance to the claimant and as they are means tested 
benefits, targeted at the less wealthy members of the community, they are important to the 
Council in its aim to reduce poverty within the District.  For this reason, six out of the Council’s 
twenty two most important Best Value Performance Indicators relate to our Benefits service; 
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� Housing Benefit Security – No. of claimants visited per 1000 caseload 

� Housing Benefit Security – No. of investigators per 1000 caseload 

� Housing Benefit Security – No. of investigations per 1000 caseload 

� Housing Benefit Security – No. of prosecutions & sanctions per 1000 caseload 

� Speed of processing new claim to Housing Benefit /Council Tax Benefit 

� Speed of processing changes of circumstances to Housing Benefit /Council Tax Benefit 

 

3.3 As well as the quantitative measures, listed above, the quality of our service is important and in 
particular the levels of customer satisfaction are scrutinised. 

3.4 Every three years, as a part of the best value process, a random sample of benefit claimants 
are surveyed and asked about their satisfaction with the service that they received.  The same 
questionnaire is sent out by ALL local authorities and we do not have any discretion as to its 
format or the questions that are asked.  The survey must be carried out in 2 stages, with 
questionnaires being issued in August 2006 and January 2007.  
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Section 1 

4. Background  

4.1 Performance Indicators Explained. 

4.1.1 Housing Benefit Security – No. of claimants visited per 1000 caseload. 

 This indicator seems to measure our methods rather than our results or performance.  The 
Department for works and pensions issues a “standard” that it expects Local authorities to 
meet, of  150 visits per 1,000 claimants. 

In our case (with 8,000 claimants) this amounts to 1,200 visits to be completed during the 
current financial year. 

 The main purpose of the visits is to review the benefit entitlement of the claimant to ensure 
that no undeclared changes of circumstances have occurred and that the entitlement is 
correct.   

 Other reviews are conducted by post, with some 2,400 of these postal reviews being 
completed over the course of the 2006/7 financial year. 

We do carry out benefit visits for other purposes, for example to assist the elderly and 
disabled claimants who cannot get to the office, but the numbers of these welfare visits do not 
significantly impact on our overall total. 

  The visiting function was new to Cannock Chase District Council from the 2006/7 financial 
year and 2 new posts were created to fulfil this function.  However, issues regarding the 
evaluation of the posts and delays in the recruitment process meant that the visiting function 
was only commenced from December 2006.  The Council has a plan in place, which will 
achieve this standard notwithstanding our late start. 

4.1.2 Housing Benefit Security – No. of investigators per 1000 caseload 

 Clearly this indicator is a measure of resource rather than performance.  Our establishment 
accommodates two full time investigator posts, which equates to 0.25 investigators per 1,000 
caseload. 

4.1.3 Housing Benefit Security – No. of investigations per 1000 caseload. 

This indicator again deals with method rather than results as it counts all investigations 
irrespective of whether or not the investigation is fruitful. 

It would appear to be directly proportional to the number of investigators, as measured above. 

At the end of November 2006, we had undertaken 203 investigations, which equates to 25.4 
per 1000 claims. 

4.1.4 Housing Benefit Security – No. of prosecutions & sanctions per 1000 caseload 

This the most meaningful of the Benefit Security measures as it measures the results and 
outputs of our counter-fraud operation. 

A “prosecution” for this purpose means anybody that we take to court for Benefit Fraud.  

A “sanction” for this purpose means one of our alternatives to prosecution and includes either: 

A Formal Caution.  This is similar to a police caution, but is only recorded against Benefit 
and DWP records and does not produce a criminal record.  For a Caution to be issued, the 
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claimant must admit the offence and accept the Caution.  If the Caution is not accepted by the 
claimant, the authority must prosecute. 

A caution would only usually be offered where the claimant was of previous good character 
and the amount and period of the fraud was reasonable small.  

An Administrative Penalty.  This is rather like a fine, though does not involve an admission 
of guilt or criminal record.  In addition to repaying the overpaid benefit, the claimant will also 
pay a penalty which equates to 30% of the overpayment.  Again this penalty must be 
accepted by the claimant, or the authority must prosecute. 

It was our poor performance in this area, over the course of the 2004/5 financial year, that 
lead to our critical report from the Benefit Fraud Inspectorate in late 2005.  A number of 
recommendations for improvement were made and have been implemented.  Progress 
against this action plan (which was reported to Scrutiny Committee on 27th June 2006) had 
involved; 

� Appointment of Local Taxation and Benefits Manager. 

� Appointment of Counter Fraud Manager. 

� Creation of a dedicated Counter Fraud team, by separating the function from the 
Overpayment Recovery function and creation of 2 full time investigator posts. 

� Additional investigation support from temporary staff employed via employment 
agencies to assist with the clearance of a backlog of old investigations. 

� A full review and re-write of our operational procedures and policies relating to our 
Counter Fraud activity. 

Our target for prosecutions & sanctions per 1000 caseload, in 2006/7 is 4.  This equates to 32 
sanctions or prosecutions over the course of the year.  At end of December 2006, we had 
completed 14 sanctions and have another 18 to achieve.  Two further cases are currently 
subject to our internal authorisation process and should result in cautions being issued 
shortly.  A further 17 cases are awaiting responses from DWP. 

We are confident that our goal is still achievable notwithstanding our current shortfall and 
some ongoing problems within the team. There have been a few specific factors contributing 
to the slow start to the year; 

� The appointments of Local Taxation and Benefits Manager and Counter Fraud 
Manager were both delayed from their original target dates, with officers taking up 
post on 20th March 2006 and 10th July 2006 respectively. 

� Sickness levels on the team have been higher than usual and the effect of this upon 
a small team has been significant.  Agency cover is currently being provided for an 
investigator who is on long term sick leave. 

� One of the full time investigators has left to join another local authority.  The vacant 
post is also currently being filled by an agency investigator. 

The current risk to our achievement is being caused by delays at the DWP.  All fraud cases, 
which involve payment of a DWP benefit (such as Income Support) have to be referred to the 
DWP for two reasons. 

a) A  joint prosecution between ourselves and the DWP may be appropriate, and 

b) Even if joint working is not appropriate, DWP must notify us of the effect of the 
undeclared change on the benefit that they pay and the value of any resulting 
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overpayment.  It is feasible that Income Support may still be payable, albeit at a 
reduced rate, after we identify an undeclared change.  The effect of this would be to 
entitle the claimant to maximum HB and CTB and so our sanction would be negated.  
It is therefore essential that we make this check before proceeding.   We currently 
have 17 cases awaiting DWP notification, dating back March 2006. 

4.1.6 Speed of processing new claim to Housing Benefit /Council Tax Benefit. 

This indicator is very significant in terms of the Council’s ambition to reduce poverty levels 
within the district.   

When people experience significant life events, such as losing their job or suffering a serious 
illness, they rely on benefits to survive and particularly upon Housing and Council Tax 
Benefits to meet their housing costs. 

The process of claiming these benefits can be difficult and stressful for claimants, particular 
those not familiar with the process as a considerable amount of information has to be 
provided in support of a reasonably lengthy form.  The Government’s “Verification 
Framework” rules provide that we must receive all relevant information before we can pay 
benefit and this can add time to the claim process. 

For example, a claimant who is in work, on a low wage, living in private rented 
accommodation would be required to produce;  

� Proof of identity (passport, driving licence etc) 

� Evidence of National Insurance number. 

� Evidence of residence in the property 

� Original bank statements covering 2 months, for all accounts held (this may lead to 
further evidence being required to confirm any transactions on the statements) 

� Two monthly, three fortnightly or five weekly payslips (or a signed statement from the 
employer if payslips are not of a satisfactory standard).  More evidence may be 
requested if the amount of income appears to fluctuate. 

� Evidence of any other income or benefits (e.g. child benefit, tax credits etc) 

� Evidence of the rent payable on the property, including the landlord’s business 
address and a breakdown of any service charges included in the amount payable. 

The vast majority of claims that we receive are defective, in that some or all of the required 
information is not included.  In these circumstances, we contact the claimant by telephone, 
letter or both and invite them to make good the deficiency by providing the missing 
information.  If the information is not received within 1 calendar month of our written request, 
we are entitled to draw an “adverse inference” which means we make assumptions that there 
will be no entitlement and notify the claimant accordingly. 

Significantly, the performance indicator “Speed of processing new claims to Housing 
Benefit/Council Tax Benefit”  measure the number of calendar days from the receipt of the 
claim form (even if insufficient evidence is included) to the time that we issue our notification 
letter (even if the information is not provided and we draw an adverse inference).  This means 
that an adverse decision in respect of a defective claim will typically be recorded as a decision 
made after 30 to 35 days.  Our average processing times over the course of this year have 
also been broadly within this range. 

We have therefore put some considerable effort into the process of acquiring the necessary 
supporting evidence from our claimants. Our processes were recently altered as follows; 
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� Benefit staff will endeavour to perform pre-assessment checks on the claim and 
identify missing detail, within 2 working days. 

� We will then telephone the claimant and make an appointment for them to visit the 
office to provide the missing detail as soon as possible, but usually within another 2 
days. 

� If the claimant keeps the appointment and brings the required information, we will 
assess the claim within 1 working day. 

 
This means that there is a realistic prospect of new claims being paid within a week of the first 
contact with the office, whereas the average for the year to date has been 33 days. 

Not all new claims can be dealt with in this way, as not all claimants are contactable by 
telephone and so letters are sent, nominating appointment times.  Also we are finding that a 
significant number of claimants are not honouring appointments that they had previously 
agreed to. 

We are currently discussing ways in which Customer Services staff can assist with the 
checking and verification process, in order that the pre-assessment and appointment service 
can be further expedited. 

Our target for this Performance Indicator in 2006/7 is 27 days.  Our average performance for 
the financial year to date is 32.71 days. 

4.1.7 Speed of processing changes of circumstances to HB /CTB 

This indicator measures the number of calendar days that it takes us to alter an existing claim 
for benefit, from the time that either the claimant or DWP notifies us of the change of 
circumstances, to the time that we issue the notification letter. 

Our target for this Performance Indicator in 2006/7 is 9 days, in line with the DWP’s standard 
and our average performance for the financial year to date is 13.02 days 

Some changes (for example changes to earnings) will require verification and again any 
delays in the claimant providing evidence will add to our recorded processing times.  By law, 
we are required to allow a month for the claimant to provide this information, before we can 
terminate the claim.  If the claimant either fails to provide the information or takes the whole of 
the permitted month, our processing time for this change will exceed 30 days and will 
adversely affect our average. 

Additionally, since the government revoked our requirement to review all cases annually, from 
2003/4, we find that we are not necessarily notified of changes to circumstances as quickly as 
we used to be.  Consequently it is not uncommon for us to have to process multiple changes 
of circumstances, spanning a considerable period.  The time taken to process these changes 
is therefore greater due to their complexity. 

 

4.2 Performance. 

The table below shows our historical performance against the indicators described above.   

The figures will be self explanatory and show that whilst our performance in some areas has 
fallen short of our stretching targets, there is a definite trend of continuous improvement. 
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Indicator  2000-
01 

2001
-02 

2002
-03 

2003-
04 

2004
-05 

2005
-06 

2006- 07 

Target 56 56 50 45 37 30 27 Average days taken 
to process new 
claims Actual 77 64 55 40 30 36 32.71      

(at 30.11.06) 

Target N/A 56 11 10 9 9 9 Average days taken 
to process changes 
in circumstances Actual 13 12 11 11 6 14 13.02      

(at 30.11.06)  

Target N/A N/A N/A 43 66 125 150 No. of claimants 
visited per 1000 
caseload. Actual N/A N/A N/A 163 118 63 0            

(at 30.11.06) 

Target N/A N/A N/A 0.07 0.21 0.20 0.30 No. of investigators 
per 1000 caseload 

Actual N/A N/A N/A 0.11 0.10 0.13 0.25        
(at 30.11.06) 

Target N/A N/A N/A 85 66 38 44 No. of investigations 
per 1000 caseload 

Actual N/A N/A N/A 54 34 35 203        
(at 30.11.06) 

Target N/A N/A N/A 10 4 6 4 No. of prosecutions 
& sanctions per 
1000 caseload Actual N/A N/A N/A 1.78 0.13 3.38 1.50        

(at 30.11.06) 

 

 

Details of Matters to be Considered 

 

 

Section 2 

 

4. 3  Customer Satisfaction Survey 
 

The results of the first phase of the survey, conducted in August 2006, are very pleasing with 
73.3% of respondents being satisfied with the service received and only 13.6% being 
dissatisfied.  We note however that these results are slightly lower than those received in 2003 
and so this report seeks to identify the reasons for this and actions that we have taken to 
further improve customer satisfaction. 
 
A breakdown of the overall satisfaction rates, together with comparative data from the full 
survey in 2003, is shown below; 
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        2006            2003 
         (%)  (%)  
 Very satisfied     30.8  41.1 
 Satisfied     42.5  40.9 
 Neither satisfied nor dissatisfied   13.2    8.1 
 Fairly dissatisfied      8.2    4.9 
 Very dissatisfied        5.4    3.3 

 

4.3.1 Comparison with 2003 

A detailed analysis of the issues raised is given in the following table, which again provides 
comparative statistics from 2003. 

 
 
 

%  
Saying  
Agree 
2006 

%  
Saying 
Agree 
2003 

%  
Saying 
Disagree 
2006 

%  
Saying 
Disagree 
2003 

ACCESS / GETTING IN TOUCH 
 

My local Benefit Office 
is somewhere that is easy to get to 

 
81.7 
 

 
83.7 8.9 

 
7 

Opening hours are inconvenient for 
me 37.8 

 
38.6 
 

42.9 
 

42.1 

Staff tried to sort out my claim on the 
phone so I didn’t have to go into the 
office 

42.7 
 

29.4 35.9 
 

27.2 

I was given a name of a person to 
contact about my claim 37.3 

 
27.6 
 

44.3 
 

37.8 

Overall I am satisfied with the ways in 
which I can contact the local Benefits 
Office 

74.3 
 
 

 
82.1 
 
 
 

10.8 
 
 

 
5.3 

IN THE OFFICE 

I had to wait a long time before I saw 
the person I needed to 

27.5 

 

30.4 48.8 

 

47.3 

I could talk with this person in a 
private place if I wanted to 

85.3 

 

82.8 7.1 

 

5.3 

The office was clean & tidy 94.0 93.7 0.3 1.3 
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%  
Saying  
Agree 
2006 

%  
Saying 
Agree 
2003 

%  
Saying 
Disagree 
2006 

%  
Saying 
Disagree 
2003 

More seats are needed in my local 
benefits office 

36.5 

 

33.6 33.8 

 

37.4 

Overall I am satisfied with the 
experience of visiting the local 
benefits office 

77.1 

 

 

84.3 8.8 

 

 

8.8 

 

ON THE PHONE 

The telephone call I made to the local 
benefits office was answered quickly 

64.9 

 

 

80 21.6 

 

 

9.5 

I was transferred between several 
people  

39.9 

 

33.7 44.8 

 

49.4 

My query was dealt with swiftly 61.7 69.6 27.1 13.2 

It was difficult to speak to the right 
member of staff  

35.4 

 

22.6 45.1 

 

53.9 

Overall I am satisfied with the 
telephone service provided 

 

56.9 

 

75.9 
26.2 

 

8.9 

THE STAFF 

Staff in the local benefits office were 
friendly. 

84.4 

 

85.5 5.1 

 

3 

I wasn’t always confident that what 
the staff said was correct 

35.7 

 

44.8 40.4 

 

29.2 

Things were explained in a way I 
could understand 

75.1 

 

78.6 11.6 

 

7.4 
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%  
Saying  
Agree 
2006 

%  
Saying 
Agree 
2003 

%  
Saying 
Disagree 
2006 

%  
Saying 
Disagree 
2003 

I felt unable to ask the questions  
wanted to  

18.3 

 

14.8 60.2 

 

62.2 

Staff were in a rush 15.3 14.6 63.8 64.8 

Staff treated me with respect  77.3 80.7 7.9 5.3 

Overall I am satisfied with the service 
provided by the staff at the benefit 
office 

76.0 

 

82.8 9.8 

 

4.4 

 

FORMS 

The form was difficult to fill in 44.3 41.8 30.9 35.7 

I could fill in the form quickly 32.1 38.7 46.7 39.4 

The information that came with the 
form was helpful 

55.6 

 

64.2 16.7 

 

12.2 

The letters sent out about my claim 
were difficult to understand 

39.5 

 

28.6 39.8 

 

48.4 

Overall I am satisfied that the forms, 
letters and leaflets are clear & 
understandable 

52.9 

 

62.7 20.5 

 

17 

 

4.3.2 Possible Reasons for Reduction From 2003  

� Increased Customer Expectation 

The world of customer and public service has improved since 2003 and the expectations of our 
client base have increased. 

� Nil Entitlement. 

Fewer of the sample surveyed in 2006 qualified for benefit than was the case in 2003. (80.9% 
in 2006, compared to 95.5% in 2003).  We would expect satisfaction rates to be lower from 
claimants that were not successful. 

� Adverse Inferences 
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The concept of an adverse inference (as described at 4.1.6 above) has been introduced since 
2003.  Our experience is that claimants receiving these decisions are unhappy and will report 
low levels of satisfaction. 

� Greater Verification Levels. 

Since 2003 the Council has become compliant with the DWP’s Verification Framework.  This is 
a set of nationally adopted rules and standards designed to prevent fraud and error entering 
the Benefit system. 

Our higher standards of verification can make it more difficult for some people to make claims 
and this can both increase the time taken to resolve a claim and reduce the amount of benefit 
paid.  This will obviously reduce our claimants’ satisfaction levels. 

� Speed of processing. 

There is much emphasis nowadays on the need to process benefits quickly.  Whilst our 
processing times now are better than 2003, we recognise the need to further improve.  
Speeding up the payment process will improve satisfaction. 

� Sample surveyed. 

The report itself indicates that the demographics of the sample will impact upon the results. Our 
sample seems to include a higher proportion of younger claimants, who are more likely to 
report lower satisfaction levels. 

Contribution to CHASE 

By offering a responsive and friendly service to our customers and particularly by 
helping the poorer members of the community to pay their housing costs, we will 
contributing positively to the Council’s Social Inclusion and Economic Regeneration 
objectives 

Section 3 

Section 17 (Crime Prevention) Implications 

There are no identified implications arising from this report. 

Section 4 

Human Rights Act Implications 

There are no identified implications arising from this report. 

Section 5 

Data Protection Act Implications 

There are no identified implications arising from this report. 

Section 6 

Risk Management Implications 

There are no identified implications arising from this report. 

Section 7 

Legal Implications 

There are no identified implications arising from this report. 

Section 8 
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Financial Implications 

There are no identified financial implications arising from this report. 

Section 9 

  

Conclusions 

In addition to the service improvements already described, the Local Taxation and 
Benefits Business Plan for the 2007/8 year includes the following projects which, we 
believe, will deliver improvements in our performance and satisfaction rates. 

Section 10 

4.4 Improvement Plan. 

Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Customer First    

Conduct Benefits take-up 
campaign 

Actively promoting take-up 
campaigns will ensure that 
claimants receive the 
benefit to which they are 
entitled. 

New claims 

Changes in 
circumstances 

Claimants visited 

Claimant 
Satisfaction  

Access, Customer 
Service and 
Communication/ Social 
Inclusion, Health and to 
promote accessibility 

Pilot local surgeries at 
One Stop Shops 

Improve accessibility, 
taking the service closer to 
the customer. 

New claims 

Changes in 
circumstances 

Claimants visited 

Claimant 
Satisfaction 

Access and Customer 
Service / Social Inclusion 

Further develop E-
Government Good 
Outcomes for Local 
Taxation and Benefits 
Service around mobile 
working and home 
working. 

Speed up the assessment 
process with it being 
possible to assess claims 
and award discounts in 
people’s homes. 

New claims 

Changes in 
circumstances 

Claimants visited 

Claimant 
Satisfaction 

Access and Customer 
Service / Social Inclusion 
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Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Development of Internet 
to enable all forms to be 
completed electronically. 

Ability for customers to 
complete forms on-line 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access and Customer 
Service / Social Inclusion 

Review our approach to 
Customer services with 
CS Manager 

 

Establish the most 
customer friendly and 
efficient way to deal with 
“front-end” customer 
services issues. 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access and Customer 
Service. 

Monitor progress of 
transfer of Council’s 
Housing stock 

Ensure smooth transition 
of HB claimants from 
Council to RSL 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Customer Service and 
Service Provision /  

Develop Consultation 
Strategy for Local 
taxation and Benefits 
Service 

Ensure a systematic 
approach is adopted to 
consultation with 
customers/ stakeholders. 

Claimant 
Satisfaction 

Customer Service and 
Service Provision / 

Complete Equality and 
Diversity Impact 
Assessments. 

Ensure policies and 
processes have been 
assessed taking into 
account equality (race, 
gender, disability etc) 

Claimant 
Satisfaction 

Customer Service and 
Service Provision / 
Access/ Social Inclusion 

Obtain “Plain English” or 
Crystal Mark 
accreditation, wherever 
possible, for all standard 
letters, leaflets and 
notifications 

Improving clarity of 
documents will enhance 
communications ensuring 
accessibility to all 
services. Eliminate delays 
and improve speed of 
service delivery 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility. 
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Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Develop a Benefit Take-
up Strategy 

To develop a strategy for 
providing information to 
and inviting claims from, 
the right people, in the 
right way and at the right 
time 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility. 

Develop an anti-fraud 
publicity strategy. 

To develop a strategy for 
providing the right 
information, to the right 
people, in the right way 
and at the right time 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility. 

Preparation for the 
introduction of Local 
Housing Allowance 

The scheme will be 
introduced on phased 
basis, to replace rent 
allowances, from 1st April 
2008.  The Council does 
not have discretion in the 
matter and must deliver. 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility 

Responding to continual 
changes in legislation. 

The benefit scheme 
continues to change and 
the Council must keep 
pace.  At the time of 
writing the changes 
expected are 

The manner in which we 
deal with interventions. 
 
Changes to Incapacity 
Benefit  

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility 

Improving Performance    
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Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Systematic review of use 
of IBS Computer system 

 

Ensure that we make 
optimum use of the 
system, to avoid 
unnecessary manual 
effort. 

Ensure that any system 
deficiencies are identified 
and reported. 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 

Systematic review of use 
of Anite Document 
Management System 

 

Ensure that we make 
optimum use of the 
system, to avoid 
unnecessary manual 
effort. 

Ensure that any system 
deficiencies are identified 
and reported. 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 

Develop links between 
IBS & Anite 

 

Ensure that we make 
optimum use of the 
systems, to avoid 
unnecessary double 
processing. 

 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 
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Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Procedure manuals 
available electronically 

Improving access and 
clarity of processes. 
Ensure employees receive 
accurate and consistent 
guidance to carry out their 
tasks. Improved 
performance. 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Access, Performance, 
Customer Service and 
Service Provision / top 
quartile service (Building 
an Excellent Council) 

Development of Fraud 
Module 

Efficient and effective 
service administration 
leading to optimum 
performance and service 
provision 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Performance / Top 
quartile service (Building 
an Excellent Council) 

Consider the feasibility of 
a partnership approach to 
Benefit Overpayment 
recovery with 
neighbouring authorities. 

Improved tracing of 
absconders and recovery 
of overpayments as a 
result of cross-boundary 
working between local 
authorities. 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 

Consider use of  private 
sector partners in Benefit 
Overpayment recovery 

Improved efficiency as a 
result of optimum use of 
partners and private 
sector bailiff companies 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 



  ENCLOSURE 5.18  

   

Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Review Re-structure of 
Local Taxation and 
Benefits service against 
stated objectives 

Efficient and effective 
service administration 
leading to optimum 
performance and service 
provision 

 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance / Top 
quartile service (Building 
an Excellent Council) 

Employees Matter    

Conduct Fraud 
Awareness and 
Refresher Training  

Development of Local 
Taxation and Benefits 
employees regarding 
fraud and their 
responsibilities 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Improved efficiency as a 
result of optimum use of 
technology. 

Funding the Future    

Extend the use of 
barcodes to all 
appropriate 
documentation 

Improve efficiency by 
automating and 
streamlining existing 
processes 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Performance / top 
quartile service (Building 
an Excellent Council) 

Promote BACS transfer 
as a preferred method of 
paying Rent Allowances. 

Higher proportion of 
private tenants paid by 
BACS. 

New claims 

Changes in 
circumstances 

Claimant 
Satisfaction 

Access, Customer 
Service and 
Communications / 

Social Inclusion and to 
promote accessibility 



  ENCLOSURE 5.19  

   

Actions Outcome BVPI Affected Link to Service / 
Corporate Objectives 

Review our Performance 
Management framework. 

 

A comprehensive suite of 
management controls to 
ensure that all tasks are 
managed in the most 
efficient manner. 

New claims 

Changes in 
circumstances 

Claimants visited 

Investigations 

Prosecutions & 
Sanctions 

Claimant 
Satisfaction 

Customer Service and 
Performance/ Top 
quartile service (Building 
an Excellent Council) 

 

Section 11 

List of Background Papers. 

There are no further papers included with the report.  A full copy of the Customer Satisfaction Survey 
results can be obtained from the Local Taxation and Benefits Manager. 

Annexes 

There are no annexes to this report. 


