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1. Purpose of Report I Introduction 

The purpose of this report is to advise Committee of the work undertaken and benefit income 
generated by the Housing and Social Work Welfare Rights Service in the financial year 
201 1/2012. 

2. Background 

2.1 

2.2 

2.3 

2.4 

Welfare Rights staff within Social Work Services provide support and assistance to 
staff about the range of state benefits, and assist service users to claim all benefits to 
which they are entitled. The main thrust of all Welfare Rights work is the maximisation 
of income for individuals, for the Council and for the community as a whole. This 
forms an integral part of the Council’s Social Inclusion Strategy. 

The complexity of the benefits system, the capacity for the review of assessments 
and decision making, and disincentives to claim benefits, resulting in low uptake, 
ensure that general and specialist welfare rights services are crucial to individuals 
and families dependent on benefits. Given the poverty indicators within North 
Lanarkshire, Social Work mobilises its resources to tackle poverty amongst service 
users and in the wider community. 

Social Work’s Reception Services provide service users and members of the public 
with advice and assistance on a wide variety of benefit-related issues. A full benefits 
check is offered to all new service users. Income maximisation also plays a vital role 
in longer term Social Work services such as Community Care, Children and Families, 
Justice Services, Mental Health and Addictions. 

Services offered include: 

completing claim forms and giving advice on the full range of social security 
benefits; 
providing supportive evidence; 
liaising with the Department for Work and Pensions (DWP), public utilities and 
housing authorities; 
crisis intervention to prevent fuel disconnection, eviction, etc; 
challenging unfavorable decisions; 
accompanying service users to interviews and reviews; 
resolving a range of other difficulties which claimants can experience; and 
representation at Appeal Tribunals. 
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2.5 All fieldwork staff undertake a comprehensive training programme delivered by 
Welfare Rights staff to equip them with the skills and knowledge base to offer a 
professional service. This training programme is supplemented by specialist courses, 
seminars and consultation with Welfare Rights Officers. 

2.6 A key role of the Welfare Rights Service is to support the income maximisation 
service through consultation and guidance for fieldwork staff, training, representing 
clients at tribunals and hearings, and supporting specialist social work services. 

3. Housing Services 

3.1 North Lanarkshire Council is the largest local authority landlord in Scotland with 
approximately 36,500 houses. In addition the RSL sector owns and manages 
approximately 8,000 properties in North Lanarkshire. It is estimated that around 60% 
of social tenants are in receipt of Housing Benefit (62% in the council housing 
sector). 

3.2 Early intervention with income maximisation assists in the prevention of rent arrears 
at a later date and greatly assists the sustainability of tenancies. 

3.3 Housing advisors provide basic information and advice to vulnerable tenants and 
homeless people, concentrating on housing benefit to ensure people can pay their 
rent. They receive welfare rights training and are supported by a Welfare Rights 
Officer from the Financial Inclusion Team. 

3.4 From April 2011 to 31 March 2012, Housing Services generated f2,507,901 in 
benefits for 960 new and existing tenants, making 1,909 claims for benefits of which 
1,416 were claims for Housing and Council Tax benefit (direct income for the Council, 
minimising rent arrears and in the longer term contributing to the sustainability of 
tenancies). This brings total income generated since the pilot scheme was launched 
jointly by the Financial Inclusion Team and Housing Services in June 2010 to almost 
f4m. 

3.5 Through a referral system, the Financial Inclusion Team offers a benefit check to all 
tenants moving into the Council’s new build homes, which have a 20% rent premium, 
thus ensuring their income is fully maximised. 

4. Income Generated in 201 1/2012 

4.1 Income generated for the financial year 2011/12 across the entire Housing and 
Social Work Service amounted to f15,506,998. This figure was made up as follows: 
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Social Work Office 

Airdrie 

Bellshil I 

Coatbridge 

Total 

f 1,428,846 

f2,454,732 

f 1,950,279 

Cumbernauld f 1,578,935 I 
Motherwell f 2,304,860 

Shotts f481,393 

Wishaw f2,100,906 

I 

Housing and Social Work I f 15,506,998 

Headquarters 

4.2 

4.3 

4.4 

4.5 

f699,146 

The Welfare Rights Service generated 61.83% of the income, Social Work Care 
Sections accounted for 22%, with Housing Services making up the remaining 
16.17%. 

Social Work Total 

Housing Services Total 

It should be noted that these figures are based upon known outcomes. Many people 
assisted by the Welfare Rights Service and other Social Work staff to lodge claims 
for benefit do not return if the outcome is successful. 

f 12,999,097 

f2,507,901 

Successful Welfare Rights intervention, where individuals are awarded extra benefit, 
frequently means that, as a result of increased income, they are better able to 
manage their own affairs and often do not require further Social Work services. 

Income generated over the last eight years amounted to f92,807,895. 

5. Appeals 

5.1 Representation is a core element of a Welfare Rights Officer’s work. During 201 1/12, 
Welfare Rights Officers represented at 2,333 appeals, an increase of 66% on the 
previous year, which was mainly attributable to the migration of Incapacity Benefit to 
Employment and Support Allowance. 

5.2 The success rate for Employment and Support Allowance appeals was 60%, which 
was well above the national average of 37%, with the overall success rate for 
appeals being 57%, again higher than the national average of 35%. 

5.3 The Service is committed to providing service users with the best possible 
representation at appeals. To ensure continuous improvement every service user 
represented by North Lanarkshire Council Welfare Rights Service is sent a 
questionnaire requesting feedback on their appeal with regards to: 
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Service prior to the appeal - 92% were satisfied with the service prior to the 
appeal; 

Service during the appeal - 90% strongly agreed or agreed that the service they 
received was professional; and 

Service after the appeal - 85% of service users did not complete this section. Of 
those who did, 63% were satisfied. This is not necessarily a reflection on the 
service - in many cases service user dissatisfaction is attributable to their appeal 
being unsuccessful. 

6.1 

6.2 

Throughout 201 1/12, the Service has provided, via the Learning and Organisational 
Development Team, 5 five-day training courses to Housing and Social Work staff, 
including staff from Social Care providers. Local training was also provided in Social 
Work localities, other Social Work teams and Housing Services covering updates on 
benefits and legislation, financial assessments, employment and support allowance 
and other welfare benefits-related subjects. 

The Financial Inclusion Team has produced a training pack, which will advise all staff 
about the impact that welfare reform will have on service users, council and partner 
services and the local economy. The training will enable staff to continue to deliver a 
quality service despite the growing demands from the welfare reform announcement 
of 201 1/12. The training will equip staff to deal with enquiries on the changes under 
the welfare reforms. 

7. Other Activity 

7.1 

7.2 

7.3 

7.4 

The Welfare Rights Service has also been involved in other activities within the 
Service/Council, including: Housing Services, Services and Benefits for Refugees, 
Asylum Seekers and Migrant Workers, Educational Services, Looked After and 
Accommodated Children, Kinship carers, Supported Living Services, Closure and 
Discharge programmes and events such as Punch the Crunch, Your Money, 
Redundancy Support, through the PACE initiative. 

The Service plays an active role in North Lanarkshire Information and Advice Forum 
(NLIAF). From 1 January 2012, NLIAF, in conjunction with the Financial Inclusion 
Team, took over the delivery of North Lanarkshire’s Macmillan Advice Service. The 
service is now managed by the Financial Inclusion Team. 

The Service is also working jointly with the Council’s Regeneration Service 
(Employability Service) and Routes to Work, providing “Better off Calculations” for 
unemployed people looking to enter employment. 

The Service has worked jointly with other external services and has received 626 
referrals from agencies such as CAB’S, Voluntary Sector, Your Money and GEMAP. 

8. LegislativelPolicy Changes 

8.1 Welfare Reform - In response to the proposed benefit changes, a Corporate 
Working Group was established to analyse (and where possible influence) the 
proposals and develop coping strategies to address the impact of the reforms. The 
group has developed an action plan around the following key themes: 
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8.2 

8.3 

8.4 

8.5 

8.6 

8.7 

0 Impact on people; 

0 

0 Training; 
0 Campaigns; 

Political engagement; and 
0 Monitoring the impact. 

Impact on council services and partners; 
Impact on the local economy; 

Good progress has been achieved towards implementation of the action plan, which 
has been the subject of previous reports to Committee. 

In 2013, two new benefits are due to be introduced: Personal Independence 
Payment, which will replace Disability Living Allowance; and Universal Credit, which 
will replace eight current benefits including Housing Benefit. 

When Personal Independent Payment replaces Disability Living Allowance in April 
2013, every current recipient of Disability Living Allowance is to be migrated on to 
Personal Independent Payment over three years and this will impact on 27,390 
residents of North Lanarkshire. 

From October 2013, every resident in receipt of income support, incapacity benefit, 
employment and support allowance, job seekers allowance, child tax credit and 
working tax credit will be migrated on to Universal Credit. It is expected that this 
migration process will take at least four years. 

Part of the Welfare reforms announced in 2010, was the abolition of the current 
Social Fund Scheme with the discretionary element (Community Care Grants and 
Crisis Loans for Living Expenses) devolved to the Scottish Government. The Scottish 
Government, following consultation, has decided to devolve the new scheme to local 
authorities and, with COSLA Leaders, has established a Community Care Grant and 
Crisis Loans for Living Expenses Successor Arrangements Design Group which will 
design an interim scheme for 2013 as well as establishing other issues such as 
demand, administration, delivery and IT systems. 

The Welfare Reform Corporate Working Group's activity and progress will be the 
subject of further reports to Committee throughout the year, as will the Social Fund 
Successor Arrangements, Personal Independence Payments and Universal Credit 
implementation. 

9. Recommendation 

Committee is asked to note this report. 

Ronnie Paul 
Head of Housing and Social Work Resources 
7 May 2012 

For further information on this report please contact John Campbell, Co-ordinator Financial 
Inclusion, on telephone 01698 332566 
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