
AGENDA ITEM NORTH LANARKSHIRE COUNCIL

To: HOUSING AND SOCIAL WORK SERVICES Subject:
COMMITTEE

From: JOINT ACTING HEAD OF HOUSING AND
SOCIAL WORK RESOURCES

Date: 14 AUGUST 2014 Ref: UC/JC

1. Purpose of Report I Introduction

2.

REPORT

A SUMMARY REPORT OF
WELFARE RIGHTS ACTIVITY
1 APRIL 2013 − 31 MARCH 2014

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
2013/2014.

Background

2.1 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 approach to social inclusion.

2.2 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.

2.3 Access Social Work provides 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.

2.4 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.
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2.5 A key role of Welfare Rights Officers 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.

2.6 The Council has succeeded in levering in financial contributions from a number of
partner organisations to help fund programmes aimed at reducing the impact of
welfare reform. These additional resources, which to date amount to £840,000, have
been used, together with HRA surplus balances, to create temporary posts, both
within the Financial Inclusion Team and within Housing Services, to enhance
capacity to deal with the significant increase in demand for representation, training,
advice, information and support.

3. Housing Services

3.1 North Lanarkshire Council is the largest local authority landlord in Scotland with
approximately 36,400 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 Welfare Rights
Officers from the Financial Inclusion Team.

3.4 From April 2013 to 31 March 2014, Housing Services generated £7,145,136 in
benefits for 4,351 new and existing tenants, making 6,013 claims for benefits of
which 3,048 were claims for Housing and Council Tax benefit (which is direct income
for the Council and in the longer term contributes to the sustainability of tenancies).
This is an increase of £2.6m (57%) on the previous year.

3.5 A key focus for Housing Services has been targeting those affected by the 'bedroom
tax' and preparing them for the introduction of Universal Credit (UC) by providing
money and budgeting advice, signposting and referrals to employability services,
housing options, benefit checks and guidance on the use of on−line services.

3.6 By the end of March 2014, Housing Services had carried out home visits to
approximately 2,985 council tenants affected by the 14% and 25% 'bedroom tax'
benefit reduction.

4. Income Generated in 2013 I 2014

4.1 Income generated for the financial year 2013/14 across the entire Housing and Social
Work Service, together with Macmillan Lanarkshire Advice Service and Sanctuary
Housing Association amounted to £28,619,217. This is an increase of £3m (11.7%)
from 2012/13 and is made up as follows:
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5.

4.2

4.3

Social Work Office Total

Airdrie £2,458,380

Bellshill £2,866,661

Coatbridge £3,346,593

Cumbernauld £2,365,782

Motherwell £2,544,048

Shotts £220,818

Wishaw £2,681,020

Headquarters £536,627

Social Work Total £17,019,929

Housing Services Total £7,145,136

Macmillan Lanarkshire Service £4,172,948

FIT and Sanctuary Housing £281,204

Housing and Social Work Total £28,619,217

The welfare rights service generated 51% of the council total, social work care
sections accounted for 19%, with Housing Services making up the remaining 30%.

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.

4.4 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.

Appeals

5.1 Representation is a core element of a Welfare Rights Officer's work. During 2013/14,
Welfare Rights Officers represented at 2,917 appeals.

5.2 The overall success rate for Social Security Appeal Tribunals by the financial
inclusion team was 65%, which is an improvement on last year and well above 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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a) Service prior to the appeal − 94% were satisfied with the service prior to the
appeal;

b) Service during the appeal − 93% strongly agreed or agreed that the service they
received was professional; and

c) Service after the appeal − 84% of service users were happy with the service they
received after their appeal, regardless of whether they were successful or
unsuccessful.

6. Macmillan Lanarkshire Advice Service

6.1 The Macmillan Lanarkshire Advice Service is provided by North Lanarkshire Council
(NLC), North Lanarkshire Information and Advice Service (NLIAF), South Lanarkshire
Council (SLC) and the Department for Work and Pensions (DWP). The Service
provides home visits, telephone interviews, office visits and surgeries in local
hospitals.

6.2 North Lanarkshire Council's Financial Inclusion Team (FIT) manages the service for
North Lanarkshire with all referrals coming in to the FIT and then distributed to forum
members. A referral protocol is in place which sets out the framework for NLIAF
members once they have received a referral, i.e. timescale, reporting outcomes etc.

6.3 The tables below show who made and received the referrals between 1 January
2013 and 31 March 2014. In total there were 1,200 referrals, of which 561 were for
DS1500 cases (terminally ill).

Referrals Received No
Wishaw General 319
Hairmyres Hospital 9
Udston Hospital 207
Monklands Hospital 359
Beatson 53
Self Referral 96
Other 157
Total 1,200

Referred To No
NLC Welfare Rights 596
DWP 312
CABs 97
TIAC 47
Rochsoles Project 41
Newmains Advice Centre 24
NFNDeaI on phone/Other 83
Total 1,200

6.4 From 1 January 2013 to 31 March 2014, the Service generated £4,172,948.

7. Training

7.1 Throughout 2013/14, 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, welfare reforms and legislation, financial assessments, employment and
support allowance and other welfare benefits−related subjects.

7.2 The FIT has produced a training pack, which advises staff about the impact of
welfare reform on service users, council and partner services and the local economy.
The training enables staff to continue to deliver a quality service despite the growing
demands of the 2013/14 welfare reform announcements. The training will equip staff
to deal with enquiries on the benefit changes.
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8.

9.

7.3 In 2013/14, the
Welfare Fund,
available to all
platforms.

Other Activity

FIT developed online e−learning training packages for the Scottish
Personal Independence Payments and Universal Credit, which are
council services, elected members and partners via their online

8.1 The FIT 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, Well Connected, Justice Services and events such as Your Money'.

8.2 The Team has been involved with Redundancy Support, through the PACE initiative
and, in 2013/14, attended 17 redundancy events involving 507 people.

8.3 The Service plays an active role in North Lanarkshire Information and Advice Forum
(NLIAF), has worked jointly with other external services and has received 370
referrals from agencies such as CABx, voluntary sector, 'Your Money', Scottish
Welfare Fund and GEMAP.

8.4 The FIT has provided over 130 welfare reform briefings/training and clinics to council
services, local / community groups, MSP and MP events and events arranged by
elected members, with over 1,200 people attending.

8.5 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.

8.6 The Team works in partnership with Sanctuary Housing Association in Cumbernauld
and, in 2013/14, the Welfare Rights Officer saw 334 tenants and generated £281,204
for Sanctuary Housing Association tenants.

Legislative/Policy Changes (Welfare Reform)

9.1 In 2013/14, the following components of Universal Credit came into effect:
conditionality; claimant commitment; mandatory reconsiderations; and the new
sanctions regime. However there has been a significant delay on the introduction of
Universal Credit and it is only live in six areas across the UK, with Inverness the only
area in Scotland.

9.2 It is the DWP's intention that, from January 2014, every current recipient of Disability
Living Allowance (DLA) in the ML postcode areas will be migrated on to Personal
Independent Payment (PIP) over the year. This will impact on 27,390 residents of
North Lanarkshire. However, again there has been a delay on this migration.

9.3 The Corporate Welfare Reform Working Group has reviewed and revised the Welfare
Reform Action Plan, Governance Chart and Communications Strategy, as well as the
remits and membership of the various workstreams.

9.4 Good progress continues to be achieved in the delivery of the Council's welfare
reform action plan, which has been the subject of previous reports to Committee. In
addition, regular monitoring reports on the impact of the reforms in North Lanarkshire
have been issued to members.

9.5 Internal Audit carried out a second review of the Council's management
arrangements in respect of welfare reform within North Lanarkshire and assessed the
arrangements as offering "substantial assurance".
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9.6 The following areas will be priorities for the Council and its partners over the next two
to three years:

• Training − focusing on the new conditionality and sanctions regime; claimant
commitment; and mandatory reconsiderations. Services, the public and
claimants will need to know the options available, how to claim benefits (current
and new), what their rights are if they are unhappy with decisions and various
other issues.

• Representation − sanctions, mandatory reconsiderations, the migration of DLA to
PIP during 2014/15. In North Lanarkshire up to 7,800 people may lose their DLA
and are likely to appeal this decision.

• Over the last six to nine months, the DWP has delayed the processing of new
claims and review of existing benefits. This will result ultimately in an increase in
demand for advice, information and representation later in 2014/15.

• Money Advice − less income for families struggling already and, with most of the
changes still to impact, this will increase demand for this service.

• DWP Local Support Services Framework − the UK Government's and DWP's
vision of the role local authorities will have in the implementation and delivery of
Universal Credit will be the subject of a future report to Committee.

10. Recommendation

Committee is asked to note this report.

L&A 5LkOLA

Una Coleman
Joint Acting Head of Housing and Social Work Resources
9 June 2014

For further information on this report please contact John Campbell, Service Manager Financial Inclusion, on telephone 01698 332566
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