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Part One:  Our Organisation

Who we are

In 2006/07 we will administer Housing (HB) and Council Tax (CTB) Benefits to over 5500 households at an annual HB and CTB expenditure of £ 16 million. Most of our HB customers rent property from Clackmannanshire Council and from the Registered Social Landlord sector,  however we also provide a benefits service to tenants of private landlords.  In respect of Council Tax Benefit we provide to all the above tenants and also to owner occupiers. In addition we also provide a benefits service to people who are housed by the Council’s Homeless Team.

We are part of the Council's Revenues and Benefits Service and work closely with but operate independently of its other services, such as collection of Council Tax and business rates. We report directly to the Head of Finance and to the Department for Work and Pensions who fund the majority of the expenditure.

We have 14 staff responsible for the effective and secure administration of HB and CTB and countering benefit fraud. Our current structure has only been in place since February 2006 when all benefits administration in respect of Council Tenants was transferred to the Revenues and Benefits Service from the Housing Service.   

The last year has seen major changes to the way that we deliver our service. Key changes over that period have included:

· A fundamental restructure of the Benefits Service, including a consolidation of all records and documents.

· The start and continuation of a significant recruitment and training programme to ensure we have the right level of specialist staff in place to deliver the best service for our customers.

· The development and implementation of a pilot project to introduce Document Image Processing and Workflow for benefits.
· An increase in the staff levels in the counter fraud area together with the continuing development of a modern IT based counter-fraud case management and risk assessment system to help reduce losses from fraud and error.
All of these changes have had a major impact on our day-to-day work and we have delivered them while continuing to provide an adequate service to our customers in relation to new claims and changes in circumstances however we need to significantly improve in this area. Our fraud investigation team is achieving increasing success in detecting and prosecuting benefit fraud.

We still have some way to go to provide the excellent all round service that we aspire to achieve. However, we have a solid platform from which to build and deliver the challenging objectives that we have set for ourselves for the next 2 years.
Our role

Our role is to provide:

· a prompt and accurate benefits service that is easily accessible to all who are, or may be, entitled to HB and CTB;

· a secure environment for administering benefits where both internal and external risks are identified and managed;

· a continuously improving service that learns from experience and has a performance management framework that allows us to deliver our plans for the future.

In 2007 we began an ambitious programme of change, which by 2009 will help us to fulfil this role, allowing us to deliver major improvements in performance, and further modernise the way that we work. Key changes include:

· The full live implementation of document image processing and workflow management to speed up and improve the way we manage our work and widen our options for where and how we process claims

· The complete assessment of our performance against the Department of Work and Pensions Performance Standards to help us focus on areas for improvement and strive to achieve top quartile performance. 

· Continue to develop staff skills and support staff personal development in order that we have the right people in place to deliver high performance.

· Completely review our claim form and supporting information for customers so that they understand what information is needed and when it needs to be provided by. This will speed up the time from claim to award.   

· Put in place systems and processes to minimise overpayments and maximise recovery of any overpayments that do arise.

· Continue to develop counter fraud measures in order to safeguard the public pound. 

What we want to achieve

Aim  

Our policies and strategies complement those of our Finance Service and our wider corporate policies to challenge, consult, compare and compete, to ensure the overall objectives of the service are achieved. We want to deliver an effective, efficient, secure and customer focused Benefits Service for Clackmannanshire Council that our customers and community value.   

The Department for Work and Pensions’ Performance Standards focus on what needs to be achieved to deliver an excellent service and strengthens accountability for strong performance results. We aspire to meet the full range of Performance Standards over the next 2 years and have based our Service Delivery Plan around them.
Mission statement
Our aim is to provide an excellent service that:

· is modern, efficient and accessible

· delivers HB and CTB speedily and accurately

· prevents and detects fraud

· minimising error entering the Benefits system

· continuously improves by listening and responding to our customers' needs.

Objectives
Our objectives are to:

· help people on low incomes and give confidence to landlords to let to HB customers by dealing with claims quickly and accurately, making it easier for our customers to access decent housing;

· continuously develop effective and innovative ways to prevent, detect and take action against fraud, learning from intelligence to educate all HB and CTB stakeholders and engage their co-operation to help us to strengthen our Benefits defences;
· offer a customer-focused Benefits service that reduces barriers to work, supports vulnerable people and helps to tackle social exclusion, including poor housing, homelessness, poverty and poor health;

· deliver a modern, efficient and secure Benefits service that maintains strong partnerships, delivers mutual benefits and savings in administrative costs and provides a highly trained, flexible workforce, capable of delivering the excellent service that our customers deserve. 

We have 28 key performance results that we want to deliver with detailed plans that underpin these objectives. Each of the results has a delivery strategy. Our Revenue Services Manager is responsible for identifying how results can best be met and who needs to deliver what and when. Details of our delivery strategies and priorities can be found in Part Two and Part Three of this plan.

Strategic priorities

Our strategic priorities are to:
· modernise our information technology and working practices to provide an accessible, accountable service which is effective and demonstrably offers value for money;

· strengthen our partnerships with other services and organisations, internal and external to our Council, setting common goals for the effective and secure delivery of HB and CTB; 
· achieve the full range of the Department for Work and Pension's Performance Standards by March 2009;
· support our working age people to live in decent housing and minimise barriers to them taking up work;
· support our elderly and the vulnerable in our community to live in decent housing and be safe and secure;
· improve our defences against Benefits fraud and systematically reduce the level of fraud and error that has already entered the benefits system;
· continuously promote and encourage take up of benefits and offer the different groups that make up our community equality of opportunity and choice to access benefits;
· provide increasingly skilled and motivated managers and staff through training and development;
· focus our performance management systems on the delivery of our strategic priorities to ensure the responsiveness of both service delivery and accountability.
Delivering our objectives and priorities whilst continuing to maintain and improve our day-to-day operations amounts to an ambitious programme of work. Through careful planning and the continued commitment of our staff we are confident that we can deliver this 2-year plan and achieve top of the range performance across the Benefits Service by 2009.  

The effective and efficient delivery of HB and CTB is inextricably linked to the delivery of our wider corporate priorities for Clackmannanshire Council:

· Achieving Potential 
· Maximising Quality of Life

· Securing Prosperity
· Enhancing the Environment
· Maintaining an Effective Organisation
These priorities are very important factors in our overall strategy. Key links are illustrated on the following page.
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How we work

Our staff are central to the achievement of our objectives, work to a common set of values that are customer focused, welcome diversity and aim to ensure that everyone in the Service embraces:

TREATING OUR CUSTOMERS WELL - being courteous and fair and supporting customers to improve their financial wellbeing. 
INTEGRITY, HONESTY AND TRANSPARENCY - treating our customers and each other with respect, being sensitive to community needs and striving for continuous improvement. 

LISTENING CLOSELY AND COMMUNICATING OPENLY- working with others to get better at what we do, encouraging innovation and creativity and being open and accountable in decision making.
VALUING OUR STAFF - meeting high standards, investing in staff's welfare and development and promoting effective work life balance for all.

Working with others 

We cannot deliver this plan on our own. We work closely with a number of internal and external partners central to the successful delivery of our objectives. For example:

Housing Service – we have an excellent working arrangement with our colleagues in the Housing Service supported by a service level agreement and regular liaison and update meetings at management level.  
Homeless Team – we have a special joint working arrangements with our colleagues in the Homeless Team to prioritise claims from customers who are homeless, to help them into permanent accommodation. 
Registered Social Landlords - we have formal partnership agreements with the major Housing Associations operating in our area to assist them in providing affordable social housing choice for the people of Clackmannanshire Council.

Private landlords - we have a quarterly newsletter and hold quarterly forums for private landlords, to allow us to understand and cater for their distinct needs and tackle social exclusion, including poor housing.

Clackmannanshire Council advice and information network – We have a close working relationship with our colleagues in the CAB and colleagues in the Council’s Welfare Benefit and Advice Service. 
Jobcentre Plus – we have fast track arrangements in place to support working age customers, helping and encouraging them into work through prompt access to our services.

Pension Service – we work closely together to ensure that eligible pension age customers are encouraged to claim the benefits to which they are entitled and have dignity and security in retirement.

Department for Work and Pensions - we have strong networking arrangements that help us to keep informed about changes to legislation and Performance Standards and that allow us to influence HB and CTB policy.
Our main performance indicators

Our performance objectives are ambitious and demonstrate our aspiration to achieve excellent performance levels by the end of the plan.

In setting our Performance Indicators for the next 2 years we have taken into account the significant challenges that our change programme will present to our staff, particularly during the first year of the plan. 

In Year 1 we aim to protect the levels of performance that we have achieved to date. At the end of 2007/08 we will evaluate our existing Performance Indicators and introduce a wider range that will support our journey of continuous improvement towards excellent service.

We have identified 10 main Performance Indicators that will allow elected Members and our Senior Management Team to monitor our progress. Our wider performance indicators are published in Part Six of this plan.

Our aims for 2007/08 are outlined below along with the new measures that will be introduced for Year 2.

	Performance Indicator (PI)
	Aim for 

2007/08

	· Average calendar days taken to process new claims
	35 days

	· Percentage of new claims decided within 14 calendar days
	90%

	· Average calendar days taken to process changes of circumstances
	12 days

	· Percentage of cases where calculation of benefit is correct
	98%

	· Percentage value of HB overpayment debt recovered in year
	57%

	· Gross administration cost per case for HB and CTB
	£45

	· Number of fraud investigations conducted per 1000 caseload
	66

	· Percentage of investigations conducted that find fraud
	38%

	· Percentage customer satisfaction level
	Not Available at present


We will continue to review our Performance Indicators in line with the Department for Work and Pensions' review of Performance Standards. 

Part Two:  Our Service Delivery Strategy
Claims administration
Objective

To help people on low incomes and give confidence to landlords to let to HB customers by dealing with claims quickly and accurately, making it easier for our customers to access decent housing

Context

Key achievements to date 

-   Consolidated all benefit processing within one specialist     benefit team

-    piloted the implementation document image processing and workflow in benefits administration.

-  maintained average days to process new claims at 40 days 

 -  reduced the average days taken to process changes of     

    circumstances from 37 days to 20 days- 
We need to provide our community with a prompt and reliable service that encourages eligible people to claim HB and CTB. This is so that people do not build up rent or Council Tax arrears or face the threat of eviction. 

It also reduces the risk that the most vulnerable do not receive the financial support they require.
We need to ensure that the calculation of HB and CTB is right first time and that payments are made on time every time. 

We also need to give priority to processing changes of circumstances that customers tell us about so that any shortfall or excess of benefit is identified and dealt with promptly.

We need to minimise losses to public funds through helping customers and landlords to provide the right information at the right time, in order to avoid errors and overpayments occurring. 

Working closely with the different types of landlord in the area is crucial in making it easier for them to provide permanent and temporary housing and widen housing choice for our customers.
Delivery Strategy

In the last year we have gone through a period of significant change primarily with the consolidation of responsibility for all benefit administration into one specialist team within the Revenues and Benefits division of the Finance Service. 

During this time we have faced major challenges in terms of staff recruitment and inexperience however we have successfully recruited suitable staff and we have delivered comprehensive training and retraining for all staff.

We have successfully implemented a pilot for Document Image Processing and Workflow Management for benefits administration.

During the last year our performance in claims administration has dipped because of the significant development work undertaken but we believe we have built and continue to build a strong foundation to strive towards strong performance across the board for claims administration. 

We have maintained excellent partnerships with our landlord community and will increase our activities to keep them informed about and involved in the delivery of the HB scheme. In particular we continue to maintain an excellent working relationship with our colleagues in the Housing Service and our Registered Social Landlords. We have also continued to take an active role in keeping our private sector landlord partners up to date with HB and CTB developments. 

While our accuracy rate is stable we will be introducing an improved performance management system to further develop this aspect of our performance in 2007/08, to attain levels achieved by top performing Councils. When errors do occur we want to improve our effectiveness in the recovery of HB overpayments. We aim to recover in year 57% of all overpayments raised during 2007/08 and we will look to increase that even further during 2008/9 and beyond.

We aspire to significantly improve our level of performance as we continue to deliver our programme of change. We will be revising our performance management systems to ensure that any threats to our performance are identified early so that the appropriate action can be taken. 

Things we will do over the next 2 years to help us to deliver continuous improvement will include introducing:  

· team and individual targets. Monitoring workload clearance against targets for continuously improving our claims administration performance
Key priorities for 2007/09 

-    ensure that the Department for Work and Pension Performance Measures and enablers for Claims Administration are met 

-    set  targets for the recovery of HB/CTB overpayments.
· regular feedback progress to staff on individual and team performance against targets
· written guidance supported by  formal in-year monitoring to provide assurance that processes are working for dealing with extended payments and customers moving into work 
· new arrangements of work processes supported by written procedures and monitoring, to ensure that the need for further information from the customer is identified so that a decision on a claim or notification of change of circumstances can be made within the Performance Standard criteria set by the Department for  Work and Pensions 
· written guidance and a review of working practices to ensure that changes of circumstances that lead to a reduction in, or a cessation of, benefit are prioritised 

· a review of the HB/CTB claim form to ensure that it is easy to complete, with clear guidance on the evidence that our customers need to provide and information about the types of documents that are acceptable and those that are not. The revised claim form will include provision of consent which is specific about what the landlord can be told

· a quality-checking regime that ensures a minimum of 4% of all decisions made across the full range of our benefits activities are checked and the outcomes of these checks are analysed to inform the need for training and procedural change
· a policy that defines our commitment to maximise the recovery of overpaid benefit. Documenting procedures and monitoring compliance through management quality checks ensuring that all overpayments are classified correctly and that  correct statistical returns are made to the Department for Work and Pensions

· targets for the recovery of new and old debt and ensuring that we monitor performance against them.

Security

Objective

To continuously develop effective and innovative ways to prevent, detect and take action against fraud, learning from intelligence to educate all HB and CTB stakeholders and engage their co-operation to help us to strengthen our Benefits defences

Context

Key achievements to date

-   successfully delivered risk based claims review programme 

-   increased the number of investigation staff 

-   all investigation staff trained to accredited professional 

    standards

-   Introduced a comprehensive IT  based counter-fraud management system

-   sanctions applied significantly increased 
As well as striving to provide an effective and timely service to our customers, we need to rigorously protect the public purse from HB and CTB fraud. We need to provide a service that has strong defences built into its work practices and processes to prevent fraud entering the system. 

We also need to deter those who would abuse our service through effective fraud investigation and the appropriate use of sanctions against offenders. 

Crucial to this is the commitment of our staff and members of the public to our counter-fraud strategies and activities. 

We need to make counter-fraud an integral part of our administration and take action to ensure that everyone is aware of the risks of fraud and knows what to do when they suspect it.

We need to manage our skills and resources effectively to have ongoing assurance on the integrity of our fraud investigations. We also need to ensure that the treatment of offenders is consistent and focused on achieving the maximum deterrent effect.

Delivery Strategy

Over the past year we have significantly increased our capacity to combat HB and CTB fraud. We have increased the number of staff that we use to investigate fraud and trained them to professional standards, which has allowed us to apply sanctions to offenders, including prosecution.

We have continued to develop a modern fraud management IT system that has helped us increase the effectiveness and efficiency of our counter-fraud activities.

In recent years we have successfully achieved high performance in the administration of the DWP risk based interventions programme, achieving 100% review and visit targets.

From April 2007 the DWP target emphasis will change from the number of interventions carried out to the number of benefit reductions resulting form any change. Although the DWP targets for this are ambitious we are confident from our past success in the field that they will be met.  

In 2006/07 we expect to have carried out in excess of 200 fraud investigations. From this we expect to apply around 45 sanctions.  During 2007/08 we will build on this progress and introduce new procedures that will better focus our counter-fraud activities on achieving the best possible results for the maximum deterrent effect.

Things we will do over the next 2 years to help us to deliver continuous improvement will include:

Key priorities for 2007/09 

-    ensure that the Department for Work and Pension enablers for Security are met 

-    introduce a Fraud Business Plan supported by a review of working practices.
· developing written guidance on making a fraud referral to all our staff. Providing fraud awareness sessions at induction and supporting this with an ongoing programme of fraud awareness to staff who are involved in HB/CTB benefit administration, housing and council tax collection
· reviewing the internet fraud referral form available to the public 
· analysing and reviewing the effectiveness of the National Benefit Fraud Hotline

· analysing and reviewing how fraud referrals are risk assessed

· ensuring that that we commence fraud investigations within an average of 10 working days of referrals being sifted

· reviewing and improving written guidance for undertaking interviews under caution and developing management checks to ensure compliance with the test of fairness

· ensuring that there is a Member approved anti-fraud policy supported by a fraud business plan against which the progress, outcome and quality of investigations can be monitored

· formalising working arrangements with the Department for Work and Pensions’  Fraud Investigation Service to conduct joint initiatives in areas of mutual interest and share information and intelligence to increase our effectiveness.

· Continuous professional development for fraud security staff

A User focus    

Objective

To offer a customer-focused Benefits service that reduces barriers to work, supports vulnerable people and helps to tackle social exclusion, including poor housing, homelessness, poverty and poor health

Context

Key achievements to date 

-   a full Benefits Assessment  service offered from our specialist team in Alloa.   

-  a full Benefits Claim service offered from our network of Local Offices.    

- a successful joint Pension Credit take up initiative with the Pension  Service. 

We want to encourage all eligible customers to claim HB and CTB and other benefits by offering a wide range of facilities that will help them to do so. Those with specific needs from our benefits service, such as people with low earnings, people who are starting work and people with disabilities could be socially excluded if they are not aware that we have made special provisions for them. 

We need to tell people about benefits so that people within our community do not live below acceptable income levels. We also need to provide customers with straightforward and speedy access to both benefits advice and the benefits gateway by methods and times that best suit them. 

We need to systematically talk to all of our customers to ensure that the services that we provide continue to meet their needs. We need to offer a simple and responsive process for customers who have concerns about the service that they have received.  

Delivery Strategy

Our 2-year plan seeks to sustain and further improve the quality of our customer services and focuses heavily on aspects of our service that need to be improved. 

We now offer a full Benefits Assessment service from our specialist team located in 47 Drysdale Street, Alloa. In addition we provide a full Benefits Claim service throughout our Local Office network where claimants can submit claims and have them fully checked and evidenced. 

We have formal partnerships with many of our major stakeholders. We meet regularly to review performance and to ensure that we provide a continuously improving service to our mutual customers. For example, in 2005/06 we worked closely with the Pension Service in a joint venture to promote take up of Pension Credit to our pension age customers.

We also work closely with the various welfare groups in our area, including the CAB and our own Welfare Benefits and Advice Service.   

Things we will do over the next 2 years to help us to deliver continuous improvement will include:
Key priorities for 2007/09 
-   ensure that the Department for Work and Pension Enablers for User Focus are met 

-   improve the verification of HB/CTB claims.

-  improve the information and guidance for claimants on what they need to provide with their claim.

-  ensure that claimants know what they have to tell us about changes and when they need to do so.

· ensuring that a person making a claim or notifying a change of circumstance provides all the certificates, documents, information and other evidence in its original form to support their claim.

· training all employees responsible for receiving and verifying documents including identifying false documents and following up discrepancies. Applying this knowledge in order to comply with the relevant legislation.

 
Part Three:  Managing our resources
Objective

To deliver a modern, efficient and secure Benefits Service that maintains strong partnerships, delivers mutual benefits and savings in administrative costs and provides a highly trained, flexible workforce, capable of delivering the excellent service that our customers deserve.

We estimate that over the next 2 years we will administer some £ 35 million in HB and CTB, employing 14 full time equivalent staff at a cost of around £ 300,000 per year. 

Our Benefits Service policies and strategies fit with our corporate policies to maximise value for money, focus on delivery of objectives and enable delivery of wider Council objectives. 

We have had invaluable assistance from the Council’s Business Change team particularly during the implementation of the Document Imaging / Workflow Management pilot and we will continue to work with them when implementing major change within the benefits area. 

In this section we outline the 3 key resource areas that will allow us to deliver our 2-year plan:

Our staff

Finance

Information Technology   

Our staff

We will continue to support and develop our staff to create a high-performing and developing service that meets its delivery objectives for achieving excellent performance and excellent service to customers.

We will do this by continuing to use the Council’s Employee Performance Review and Development process. From this we will be able to identify individual training needs and areas for personal and professional development.

We will continue to deliver comprehensive training and re-training to ensure we maximise staff potential.

We will look at the appropriateness of Investors in People accreditation over the next 2 years. 

Key actions to help us deliver this aim include:

· embedding our values through our recruitment and induction processes and through behaviours of our managers and staff;

· clearly communicating our aims and objectives for the Benefits Service to all staff and stakeholders through this Service delivery plan;

· maintaining up-to-date policies and written procedures to support the delivery of Service objectives;

· setting challenging and relevant performance targets across all key areas of the Benefits Service;
· providing accurate and timely MIS data, HBMS data, quarterly performance measure data and annual self-assessment returns against the Performance Standards, by monitoring the delivery of plans, targets and performance at all levels of the Benefits Service;
· introducing the Council's new personal development plans to recognise individual and team achievements and identify areas where further personal development is needed;

· continuing to deliver an informed training programme that matches the development needs of individuals and the service as a whole and offering them opportunity to obtain professional qualifications such as SVQ and Professionalism in Security;
· improving our communications across the Service, involving our staff in decision making and improvement planning to gain their commitment for delivering our Service objectives and better understand their role in achieving them;
· revising targets and monitoring arrangements for continuously improving our counter-fraud performance and ensuring that we obtain a high return on our counter-fraud investment.



Finance

We will continue to provide a highly efficient service that actively seeks internal and external investment opportunities, maximises return on investment and delivers value for money in a secure and controlled environment.

Key actions to help us deliver this aim include:

· setting outcome focused objectives and targets that drive efficiency and high return on investment;
· maintaining robust IT and accounting systems that deliver accurate subsidy information and that are subject to systematic scrutiny and validation by our internal and external auditors;
· minimising loss to the public purse by reducing levels of fraud and error through our delivery strategies and in turn maximising incentive opportunities available through the Department for Work and Pensions’ Security Against Fraud and Error arrangements;
· maintaining up-to-date and documented recruitment, induction, training procedures and  codes of conduct including staff vetting and declaration of interest, retention and equality strategies;

· improving the way that we manage customer debt which in turn will increase our efficiency, improve customer relations, achieve compliance with accounting and audit requirements and lead to improvements in financial control;
· working closely with our partners to provide mutual benefits through savings in administrative costs and Benefits expenditure;
· operating a benefits service performance management framework that looks closely at the effectiveness and efficiency of the work that we undertake;

· looking forward and building value for money business cases for internal and external funding to deliver continuous improvement;
· operating a costing structure that provides an assessment of the Service’s overall cost, including counter-fraud work;
· benchmarking value for money in key aspects of our Service with other councils.
Information Technology (IT)

We will deliver our service’s strategic and operational objectives in an effective and efficient way supported by enabling, reliable and value-for-money information systems that will help us to meet our E-government targets. 

Our previous and continuing investment in ensuring our Benefits IT system is fit for purpose and our recent investment in Document Image Processing and Workflow Management have been essential to take us towards delivering an excellent service.   

Key actions to help us deliver this aim include:
· joining up and modernising our work practices through the further development of our Benefits IT system and extending the use of Document Image Processing and Workflow Management throughout the Revenues and Benefits Service;

· using information systems that are supported by and comply with our corporate IT strategies to deliver our objectives;

· designing better performance and management information systems and continuously improving web site and e-mail capacity to reach a wide range of stakeholders;

· setting proposals for the procurement of IT and IT partners through our corporate procedures to ensure that all spends are supported by robust financial controls and business cases;

· systematically testing employee compliance with our corporate IT security policies and procedures as a part of our performance management framework and in particular, providing assurance that appropriate use is made of our IT systems and the information they hold;

· maintaining recovery and disaster plans that rigorously protect our IT information systems.

Part Four:  Our Main Services

We provide our frontline Benefits Assessment Service from 47 Drysdale Street in Alloa. In addition we provide a Benefits Claims Service throughout the Clackmannanshire area form our network of local offices. Our Anti Fraud and Error Service is also located in 47 Drysdale Street.

Our main services are provided by our:

Benefits Administration Team 

and the

Security Against Fraud and Error Team 

Our Benefits Administration Team 

Aim

To deliver prompt, accurate and secure payments and advice to customers, providing them with an efficient and informed Benefits Service.

In association with our Sundry Income Team and our Housing Service recover HB overpayments quickly using the most suitable and efficient recovery methods available at fair and consistent rates for debtors 

Delivery strategy

Key actions to help us deliver this aim include:
· processing claims promptly and undertaking rigorous scrutiny of evidence and documents provided to ensure that the proper evidence is gathered to pay the right money to the right person 

· helping to make the claims process as simple as possible, assisting customers in the completion of HB/CTB claim forms and obtaining the correct types of supporting evidence needed to make a claim

· keeping


 customers clearly informed about the evidence that they must provide to make a successful claim at the first attempt, and regularly reminding them of their responsibilities for reporting changes of circumstances

· remaining vigilant to inconsistencies in information received that could indicate fraud and promptly referring suspicious claims to the counter-fraud section

· providing a prompt face to face service that is polite, sensitive and avoids lengthy waiting times. Offering private interviews for customers whose business is complex or of a sensitive nature 

· working closely with landlords to ensure that when delays occur the security of a customer’s tenure is not threatened

· being knowledgeable and providing good advice to customers about the latest information and services that are available and how they can access them
· keeping the reception point fully stocked with up-to-date posters and leaflets that provide information about HB/CTB and other welfare benefits 

· dealing effectively and efficiently with requests for reconsiderations and reviews ensuring that they are resolved promptly

· dealing with complaints in a sensitive and efficient manner by ensuring that they are passed to the appropriate officer without delay 

· avoiding work backlogs by managing and prioritising work effectively to meet all delivery targets to reduce the occurrence of overpayments

· continuously learning from things that go wrong, actively communicating with other sections such as sundry overpayments and counter-fraud staff to establish common areas of weakness and adjusting working practices and procedures to reduce their occurrence

· embracing new technology and continuously seeking to improve and deliver customer focused services.

· raising and issuing invoices quickly so that the recovery process can start without undue delay

· giving debtors the opportunity to discuss and agree appropriate repayment terms that comply with our overpayment recovery policy 

· rigorously controlling individual debts to ensure that they are recovered by the most suitable and cost effective method within an appropriate timescale

· identifying debts that are old and not cost effective to recover and passing them to managers to consider write off 

· ensuring prompt notification and recovery of administration penalties 

· continuously learning from things that go wrong, providing feedback to other sections  such as claims administration staff to inform them of common areas of weakness so that they can adjust working practices and procedures accordingly

· embracing new technology and continuously seeking to improve the management of HB/CTB debt.

Our Security Against Fraud and Error Team

Aims

To protect and secure the benefits gateway through undertaking a systematic annual risk based programme of interventions in order to provide assurance on the continuing accuracy and security of HB/ CTB awards.

To systematically prevent, detect and investigate benefits fraud through high quality investigations, using all legal sanctions available, while ensuring that customers suspected of fraud, are treated fairly, without discrimination and within the law

Delivery strategy

Key actions to help us deliver this aim include:

· using Verification Framework risk identification lists to inform the intervention and review programme and provide ongoing assurance about the accuracy of Benefits awards 

· keeping


 customers clearly informed about the evidence they need to provide in support of the review of their claim and regularly reminding them of their responsibilities for reporting changes of circumstances
· undertaking rigorous scrutiny of evidence and documents provided to ensure that the benefits gateway is properly protected and fraud and error are prevented
· remaining vigilant to inconsistencies in information received that could indicate fraud and promptly referring suspicious claims to the counter-fraud section
· providing a face to face service that is polite and sensitive
· being knowledgeable about and providing good advice to customers about the latest information and services that are available and how they can get access to them
· continuously learning from intelligence gathered, providing feedback to other sections such as our claims administration staff, to inform them of common areas of weakness so that they can adjust working practices and procedures accordingly
· building up a local risk register to inform future intervention programmes and using review interventions to achieve quicker identification of changes of circumstances and early detection of fraud and error 
· embracing new technology and continuously seeking to improve the interventions programme.

· using internal and external data matching to compare records from authorised stakeholders against benefits records to drive out frauds that have entered the Benefits system

· acting quickly on fraud referrals, sifting and prioritising them and starting investigations within prescribed timescales 

· complying rigidly with the investigation procedures to ensure that investigations are conducted consistently, fairly and within legal requirements

· dealing with potential Sanctions as outlined in the Anti–Fraud Policy 

· working closely with internal and external stakeholders to keep them informed and committed to identifying Benefits fraud

· notifying the Benefits and Sundry Debt Sections promptly of administration penalties applied, and fraud overpayments incurred, to ensure recovery is implemented without delay

· learning from intelligence gathered and using it to conduct locally focused risk assessment to inform outward looking and proactive counter-fraud initiatives

· continuously learning from things that go wrong, providing feedback to other sections such as claims administration and interventions staff to inform them of common areas of weakness or threat so that they can adjust working practices and procedures accordingly

· embracing new technology and continuously seeking to improve our counter-fraud activities.

Part Five:  Our Key Activities



 2007–2009

Year 1 

	Area
	To be introduced to the Benefits Service during 2007/08

	Claims Administration
	· Live rollout of Document Image Processing and Workflow Management     

· A 4% pre-payment check on the quality and accuracy of awards and overpayments.
· Improved fast track procedures for processing claims for extended payments

· A new HB and CTB claim form.
· Single source written procedural guidance for all aspects of claims administration.
· Written procedural guidance on disclosure of information to landlords.
· A new range of information leaflets and packs for private landlords and Registered Social Landlords.
· A revised overpayment and write off policy.
· Introduction of a joint action plan for improvement with the Homeless Team.
· Improved monitoring and reporting arrangements for the recovery of administrative penalties
· Performance base-lining, operational plans and performance indicators for continuous improvement in all key areas of HB and CTB administration, including management of overpayment recovery.

· Improved management information systems and reporting arrangements for all aspects of claims administration.

	Security 
	· A unified Anti -fraud and Sanctions policy.

· An annual counter-fraud business plan.

· Implement the new security guidance from the Department of Work & Pensions.

· Written procedural guidance for gathering intelligence through the National Anti Fraud Network.

· National Fraud Initiative data matching.

· Systematic fraud awareness training for key council staff, including Revenues.
· Performance base-lining, operational plans and performance indicators for continuous improvement in all key areas of HB and CTB counter-fraud activities.
· Improved management information systems and reporting arrangements, including time taken to action fraud referrals and commence investigations.
· Improved management assurance systems and reporting arrangements, for tracking the outcome of investigations and their compliance with sanctions  decisions.
· Improved arrangements for monitoring the use of authorised powers and appropriateness of requests for information made to the HM Revenue and Customs.
· Service Level Agreement and increased joint working with Counter Fraud Investigation Service.


Year 1 (continued)

	Area
	To be introduced to the Benefits Service during 2007/08

	User Focus
	· Written HB and CTB take up strategy and further joint ventures with key partners to encourage take up of Benefits.

· A formal strategy for seeking and acting on customer feedback about the service we provide.

· Review of Public Counter provision for our customers.

· Review and revision of decision letters and other customer correspondence.

· New information leaflet/claim form for benefits administration.

· A review of customer service measures.

· Continued development of private landlords forums.

· Operational performance indicators for monitoring and reporting response times for customers who contact us at public counters, by telephone, e-mail and letter. 

· Review of partnership arrangements with major stakeholders.

· Improved management information systems and reporting arrangements for monitoring reconsiderations and reviews.

· Performance base-lining, operational plans and performance indicators for continuous improvement in appeals performance.

	Resource Management
	· Production of a 2-year Benefits Service Delivery Plan .

· A new annual business planning process.
· Production of detailed operational plans and targets to deliver our Service objectives for the next 3 years
· Annual endorsement of benefits policies and strategies by elected Members

· A revised Performance Management Framework

· Personal Development Plans for all staff in line with Council’s policy. 
· Annual self assessment against Performance Standards Measures 
· Annual self assessment against Performance Standards Enablers
· Continued access for staff to professional qualifications such as SVQ and accredited Professionalism in Security.
· Looking at the appropriateness of Charter Mark accreditation.
· Value for money benchmarking with other councils.


Year 2
	Area
	To be introduced to the Benefits Service during 2008/09

	Claims Administration
	· Review of work practices in line with new security guidance.
· Research into potential for landlord involvement in claims verification.
· Introduction of Local Housing Allowance in lien with Government strategy. 

· Improved management information systems for recording outcomes of quality assurance checks, identifying trends and informing training & development 
· Annual review of management information and reporting systems
· On-line HB and CTB claims facility
· Looking forward programme

	Security
	· Constant review of business processes.

· Fraud partnership agreement with Counter Fraud Investigation Service, including formal monitoring arrangements.

· Annual risk-based review of operating procedures.

· Annual review of management information and reporting systems Joint working with Counter Fraud Investigation Service.

· Looking forward programme.

	User Focus
	· Implementation of HB and CTB take up strategies.

· Demographic surveys to identify areas of low benefits take up.

· Annual review of information leaflets and landlord packs.

· HB and CTB publicity included with Council Tax bills.
· A Service-wide customer survey.
· A review of public counter opening hours.

· Verification leaflets and guidance for customers

· Annual review of management information and reporting systems Customer satisfaction survey introduced.
· Web based access to HB and CTB.
· Looking forward programme.

	Resource Management
	· Documented IT security policy and protocols.

· Looking at the appropriateness of Charter Mark accreditation.

· Looking at the appropriateness of Investors in People accreditation.

· Annual end of year reporting against Service Delivery Plan.

· Annual review of this Service Delivery Plan.
· Annual review of Performance Management Framework.

· Annual review of operational plans and targets.

· Annual staff perception survey on Service Delivery Plan progress Formal joint working arrangements with other councils and sharing of Best Practice and development opportunities.

· Identification and agreement on objectives and delivery strategies for 2009-2011

· Looking forward programme


Part Six: Our Key Performance Results

	Area
	Performance Indicator
	Aim 

2007/08

	Claims Administration
	· Average calendar days taken to process new claims
	35

	
	· Percentage of new claims decided within 14 calendar days
	90%

	
	· Average calendar days taken to process changes of circumstances
	12

	
	· Percentage of cases where calculation of benefit is correct
	98%

	
	· Percentage value of HB overpayment debt recovered in year
	57

	
	· Percentage value of overpayments caused by LA error 
	5%

	
	· Percentage value of administrative penalties recovered in-year
	65%

	Security
	· Number of fraud investigations conducted per 1000 caseload
	66

	
	· Number of sanctions applied per 1000 caseload
	9

	
	· Percentage data matches resolved within 2 months
	95%

	
	· Percentage of fraud referrals accepted for investigation
	86%

	
	· Number of referrals received per 1000 caseload
	77

	
	· Percentage of investigations conducted that find fraud
	38%

	
	· Percentage of caseload subject to visit and reviews
	50%

	
	· Percentage of interventions that identify error
	NK

	User Focus
	· Percentage of requests for reconsideration and revision actioned and notified within four weeks 
	85%

	
	· Percentage of appeals submitted to the Appeals Tribunal within four weeks 
	40%

	
	· Percentage of appeals submitted to the Appeals Tribunal within three months 
	100%

	
	· Percentage customer satisfaction level
	80%

	
	· Percentage increase in caseload due to take up activities
	5%

	
	· Percentage of complaints that receive a substantive response within 15 working days
	90%

	
	· Percentage of Appeals Tribunal decisions implemented within 4 weeks
	100%

	Resource Management
	· Gross administration cost per case for HB and CTB
	£45

	
	· Percentage of days lost through short term staff absence
	4.5%

	
	· Percentage of training days per head of staff
	3%

	
	· Percentage of Service Delivery Plan objectives achieved
	85%

	
	· Percentage of Personal Development Plans completed
	95%


Part Seven:  Performance Management

Our Service Delivery Performance Indicators and IT systems provide us with the tools we need to strengthen improvements in performance including improved accountability, performance management, risk management and business planning.

Good performance information will be key to our Service’s innovation, enterprise and successful delivery to customers and stakeholders.

Performance monitoring


We are strengthening our decision-making processes, business planning and performance management by building our business processes and performance results around the Department for Work and Pension’s Performance Standards.

This will allow us to make systematic and comprehensive self-assessments of whether we are continuously delivering benefits effectively and securely in a modern, customer-focused manner.

Performance monitoring arrangements will include systematically tracking the delivery strategies and key performance indicators set out in this 2-year plan.

Progress and outcomes will be reported to elected Members and senior managers. For example, we will:

· conduct annual self-assessments of our progress against the Performance Standards measures;

· continuously track our performance against the performance indicators set out in this plan  and benchmark our results with other authorities;

· conduct focused and meaningful management checks in key performance areas to assist our learning and development and deliver continuous improvement;

· develop strong and relevant management information and reporting systems to better inform decision making and Council policies and strategies for HB and CTB;

· develop strong customer consultation systems to capture information about how our service matches their needs and what we need to do to provide excellent customer focused performance. 

Risk management

A Council-wide risk management strategy provides the environment for the planned and systematic approach to the identification, evaluation and economic control of risk.

It enables us to effectively manage and safeguard our staff, protect our assets and public funds and increase the likelihood of achieving our objectives. The principles of our risk strategy include:

· initiating measures to reduce exposure to risk

· promoting risk awareness amongst employees and members of the public

· promoting clear accountability for identifying, rating, managing and reviewing assumptions and risks 

· providing guidance for managers on how to manage risks within their Service area. 

These principles ensure that risks are identified, rigorously assessed, escalated to senior management when appropriate and action plans produced to eliminate or mitigate them. 
Internal & external monitoring


In addition to our management checking regime, our internal and external auditors provide independent assurance on the effectiveness and security of the systems (including Information Technology) and processes that we use. 

The Council’s Performance and Audit Committee oversees the work of our internal and external auditors.

Internal audit

The Council's Internal Audit Service provides our internal audit function. 

Our internal auditors use a Performance Standards-based audit approach to fit with and provide assurance on the progress of our 2-year Service Delivery Plan.

External audit 

Audit Scotland report on the arrangements that we have put in place to secure economy, efficiency and effectiveness in our use of resources.

It also provides independent assurance on matters relating to our HB and CTB subsidy claim and reports on these arrangements to the Department for Work and Pensions to ensure propriety.
The Department for Work and Pensions

The Department for Work and Pensions monitors our performance through the monthly scan  returns that we provide them, including our self-assessments against Performance Standards and through Audit Scotland reports on our subsidy claim.

We are also monitored by its individual business units to track our compliance with discrete areas such as Security and Performance Standards improvement.
Part Eight:  Additional Information

	
	

	
	

	Central Benefit Assessments Team

Located at 

47 Drysdale Street

Alloa FK10 1JA 

01259 226239 

benefits@clacks.gov.uk     

  Benefit Claim Assistance and Checking

  at

  Alva Community Access Point

  Clackmannan Community Access Point

  Dollar Community Access Point

  Menstrie Community Access Point

  Sauchie Community Access Point

  Tillicoultry Rent Office

  Tullibody Rent Office   


	            Council Tax Team

          Located at 

          47 Drysdale Street

          Alloa FK10 1JA 

            01259 226237

            counciltax@clacks.gov.uk

               

	
	

	
	               

	
	 

	
	                                                 


	
	

	
	                                              











Jim Clarke


Chief Internal Auditor 


01259 452047


jclarke@clacks.gov.uk








Highly trained staff





Modern IT systems 





Document Image Processing  





Disability Discrimination Act Assessments 





Verification 


Framework 





Reducing fraud &


 error





Performance Standards assessments 





Key Performance Indicators





Independent 


performance audits





Reports to Senior Management & Elected Members      





Effective Performance Management

















Prompt & accurate benefits awards





Reviews & interventions 





Preventing & detecting  fraud & error





Managing overpayments effectively and fairly





Effective partnership working with key Benefits stakeholders





Web based access to HB & CTB





Bank automated payments 





On line claim form





Document Image Processing





Reduced paper usage





Effective Performance Management





Prompt & accurate benefits awards





Effective landlord partnerships





Modern IT systems





Document Image Processing





Customer surveys





Disability Discrimination Act Assessments





Tangible responses to customer feedback 





Targeted take up campaigns 





Prompt, sensitive and constructive handling of complaints 





Prompt handling of appeals





Choice of payment methods for customers & landlords





Web based access to HB & CTB





Effective Performance management




















Prompt & accurate benefits awards





Fast track extended payment arrangements





Discretionary Housing Payments





Working in partnership with landlords





Formal partnership with Jobcentre Plus





Formal partnerships with the Pension Service 





Formal partnerships with Welfare Groups





Preventing & detecting  fraud & error





Managing overpayments effectively and fairly





Bank automated payments





Effective Performance Management





Prompt & accurate benefits awards





Clear & accurate guidance and information





Targeted take up campaigns





Customer surveys





Disability Discrimination Act Assessments





Formal partnerships with Welfare Groups





Formal partnerships with Registered Social Landlords





Formal partnerships with DWP agencies





Formal partnership with Social Work





Private landlord forums and information packs 





Managing overpayments effectively and fairly





Effective Performance Management
































Benefits Service Strategies








Delivering a modern, efficient and secure Benefits Service
































Working in partnership to deliver excellent performance  








Supporting vulnerable people and tackling all forms of social exclusion








Helping people on low incomes and expanding choice








Reducing barriers to work and encouraging landlords

















Achieving Potential








Maximising Quality of Life





Benefits Service Objectives





Securing Prosperity








Enhancing the Environment





Maintaining an Effective Organisation





Corporate Priorities









































Muir Wilson


Head of Finance 


01259 452033


mwilson@clacks.gov.uk
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Jimmy McCulloch


Field Officer


01259 226234


jmcculloch@clacks.gov.uk
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Brian Jeffrey


Revenue Services Manager 


01259 226219


bjeffrey@clacks.gov.uk




















Bill McLean


Payments Manager 


01259 452069


bmclean@clacks.gov.uk





Martin Dunsmore


Accounting and Budgeting Services Manager


01259 452041


mdunsmore@clacks.gov.uk





Main Functions





Ledger administration.


Payroll administration


Payroll/Ledger reconciliation


Calculation and submission of statutory returns.


Administration of Mortgages.


Loans fund.


Treasury management.


Sundry creditor payments.


Bank reconciliation.


Construction Industry Scheme.


Members’ payments and expenses.


VAT.


Insurance.


Leasing.














Main Functions





Billing, collection and recovery of:


Council Tax


Business Rates


Rents


Water and Sewerage Charges


Administration of all relief, discount and exemption from Council Tax and Business Rates.


Administration, calculation and award of Housing Benefit and Council Tax Benefit.


Benefit Fraud.


Customer Enquiries.


Administration of  CAPs, Reception facilities and Cashroom.


 








Main Functions





Perform regulatory systems and computer audits.


Provide guidance to services.


Undertake VFM duties.


Risk Management.


Corporate Governance Issues.


Provision of advice and training


Initiating policies and procedures.


Drafting and updating Financial Regulations.


Joint Working and Working in Partnership.


Networking and sharing information via Scottish Chief Internal Auditors Group.


Performance Indicators.























Main Functions





Income and Expenditure accounting and monitoring on an ongoing basis.


Provide financial management advice to services.


Final Accounts preparation.


Submission of grant claims, statutory and other returns.


Capital and Revenue budget preparation.





























Les Robertson


Principal Revenues Officer


01259 226214


lrobertson2@clacks.gov.uk





Richard Saunders


Fraud Manager


01259 226209


rsaunders@clacks.gov.uk





Margaret Gouther


Benefits Controller


01259 226203


mgouther@clacks.gov.uk





Karen Scott


Benefits Coordinator 


01259 226220


kscott@clacks.gov.uk





Kathy McCormack


Admin Assistant


01259 226234


kmccormack@clacks.gov.uk








Julie Buchanan


Benefits Officer


01259 226204


jbuchanan@clacks.gov.uk





Margaret Ferguson


Benefits Officer


01259 2262213


mferguson@clacks.gov.uk





Cathy Mackintosh


Benefits Officer


01259 226234


cmackintosh@clacks.gov.uk





Andrew Collinge


Benefits Officer


01259 226233


acollinge@clacks.gov.uk





Aleena Cowan


Benefits Officer (Temp)


01259 226200


acowan@clacks.gov.uk





Mark Mclaren


Benefits Officer


01259 2262213


mmclaren@clacks.gov.uk





Seonagh Perrie


(on secondment)


01259 226229


sperrie@clacks.gov.uk





Frances Malloy


Benefits Administrator


01259 226223


fmalloy@clacks.gov.uk





Jonathan Lavin


Fraud Investigator 


01259 226231


jlavin@clacks.gov.uk





Brian Jeffrey


Revenue Services Manager 


01259 226219


bjeffrey@clacks.gov.uk
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