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1. Purpose of the Report

1.1 The purpose of this report is to provide:
• Background and performance information on the Scottish Welfare Fund for the first

year of operation;
• An overview of costs for the first year of implementation;
• An overview of the decisions reviewed;

A national comparison with other local authorities;
Details of challenges for year two; and
Outline planned improvements.

2. Background

2.1 The Scottish Welfare Fund (SWF) went live on the 1st April 2013 and was designed as
an interim two year scheme to deliver Community Care Grants and Crisis Grants. The
interim scheme will be replaced by a permanent scheme from April 2015 and
consultations are currently underway to determine how this will operate.

2.2 Funding of £2,956,014 was awarded for each of the financial years 2013/14 and
2014/15. Similar funding is in place for 2015/16. Actual spend in 2013/14 totalled
£2,481,826 providing a carry forward for 2014/15. Total funding available therefore for
2014/15 is £3,430,202..

2.3 The first year of operation was particularly challenging, given the tight implementation
timescales, the operational limitations of the SWF ICT system and the uncertainty in
the initial forecasts for demand.

3. Performance in the First Year

3.1 During its first 12 months of operation the SWF in North Lanarkshire has made 13,065
decisions on applications to the fund with 9,788 grants being awarded. The overall rate
of award from the fund is 91% for the year which is well above the Scottish average.
Spend from the fund is outlined in table 1 overleaf.



Month Monthly Budget Spend % of monthly
budget

Mar−14 £246,334 £318,905 129%
Feb−14 £246,334 £352,581 143%
Jan−14 £246,334 £306,682 124%
Dec−13 £246,334 £255,644 104%
Nov−13 £246,334 £319,974 130%
Oct−13 £246,334 £308,443 125%
Sep−13 £246,334 £224,250 91%
Aug−13 £246,334 £199,918 81%
Jul−13 £246,334 £151,708 62%

Jun−13 £246,334 £116,010 47%
May−13 £246,334 £83,063 34%
Apr−13 £246,334 £52,240 21%

Total £2,689,418
Table I

3.2 It should be noted that this figure of £2,689,418 represents the total spend reported to
the Scottish Government. This differs from the figure of F−2481,826 reported earlier in
para 2.2. The lower figure represents the sum accrued in to the Councils financial
ledger and the difference arises because the Scottish Government requested that
figures should include all claims received as at 31/03/14 whether or not a decision had
been made on these claims. The figure included in the financial ledger is only those
claims whereby a decision was approved as at the 31.03.14.

3.3
3.4 The service now receives an average of 4,000 telephone calls per month to the 0300

555 0405 number. SWF has largely overcome the challenges posed by high volumes
of call traffic, assisted by the introduction of 5 Customer Service Assistants and by
introducing smarter menu options for customers who contact us by telephone. This
has allowed the service to reduce some of the failure demand that affected the service
in the early months. In particular for those customers who are 'progress chasing' their
applications or those who need services still provided by the DWP.

3.5 Table 2 below shows the increase in decisions made by the service during the first
year:

Crisis Total Total
CCG Awards Awards Total Awards Refusals Decisions

Apr−13 152 213 365 177 542
May−13 189 240 429 319 748
Jun−13 212 205 417 222 639
Jul−13 247 342 589 198 787

Aug−13 281 531 812 181 993
Sep−13 282 486 768 256 1024
Oct−13 365 669 1034 292 1326
Nov−13 388 518 906 278 1184
Dec−13 276 531 807 198 1005
Jan−14 324 772 1096 401 1497
Feb−14 374 975 1349 368 1717
Mar−14 423 793 1216 387 1603

rable 2



3.6 During the first year of operation, 100% of all Crisis Grant applications were
adjudicated within the 48 hour target processing time. Community Care Grants saw
92% of all claims adjudicated within the 15 working day target. Throughout the year
the service successfully operated a 'Priority' system for the most critical community
care cases with 100% adjudicated within 5 working days.

3.7 From table 1 it can be seen that the monthly spend profile has increased significantly in
recent months and during the last three months spend was greater than the monthly
budget. Demand/Spend continues to be closely monitored.

4. First Year Costs

4.1 The Scottish Government provided NLC with £423,360 to cover administration costs for
SWF. This figure did not include any provision for the 2nd tier review process
associated with the fund. SWF has an annual budget for grants across Crisis and
Community Care totalling £2,956,014, the admin costs associated with administering
SWF in its first year are detailed below and represent 17.6% of this overall fund.

5. Review Decisions

5.1 Reviews are a necessary check and balance to ensure that decisions made by the
SWF team are correct and comply with the expectations of the national guidance and
the procedures of the council.

5.2 First tier reviews involve a whole look at the case by a different decision maker. There
were 120 first tier reviews in total, 62 of these upheld the original decision, 58
superceded the original decision, 1 was withdrawn and 5 were reconsidered prior to
the review process.

5.3 Second tier reviews are carried out by a panel of officers who are independent of the
SWF team. There were 60 reviews in total, 23 of these upheld the original decision and
37 superceded the original decision.

5.4 From April 2015, second tier reviews will be adminstered by the SPSO as part of the
Permanent Scheme arrangements.

6. National Comparison

6.1 National figures for SWF's first full year were published by the Scottish Government for
all Councils on the 15 July 2014. These can be accessed at the following link:

http://www.scotland .qov. uklTopics/Statistics/Browse/Social−Welfare/swf/SVVF2O 132014

North Lanarkshire Council ranked second of all 32 councils in Scotland in terms of the
number of applications received during the first year of operation of the fund. This
represented 8% of all applications nationally.



6.2 North Lanarkshire also benchmarked as the council achieving the most cost effective
prices for procuring the 10 most commonly awarded items during year 1 with Fife 13%
higher, South Lanarkshire 24% higher, Edinburgh 29.5% higher and Glasgow 92.5 %
higher. See table 3 overleaf:

arire1

Single Duvet Set £9.84 £35.08 £7.02 £19.66

Double Duvet Set £14.52 £51.67 £9.30 £29.87

Single Divan with mattress £52.80 £95.15 £45.60 £65.00

Double Divan with mattress £74.10 £207.54 £69.60 £78.00

Electric Cooker £131 £231.11 £133.50 £124.84

Gas Cooker £149 Not supplied − £250.00 Not Supplied −
would pay £260 £250 average
plus £40 for safe price added for
installation comparison

Fridge £80 £125.70 £109.12 £84.86
Fridge/Freezer £147.97 £209.25 £157.00 £149.64/f 180.96

Washing Machine £155 £234.17 £174.02 £143.40

Wardrobe £58.31 £188.83 £126.72 £46.34

Total Cost for Comparison £872.54 1,678.50 £1,082 £991.61

[able 3

7. Key Challenges for Year Two

7.1 Budget and Demand: The budget allocation from the Scottish Government for the
interim scheme is outlined below. Please note the 2014/15 figure includes the carry
forward detailed in para 2.2;

The efficiency of the service in processing applications has improved over the course
of the first year by around 200% from the first month to the last and this is reflected in
the number of decisions and awards made over the year. At current levels of
application, North Lanarkshire is on target to process 20,000 applications in year 2 as
opposed to 13,065 for the whole of year 1.

There is a significant challenge to ensure that the fund does not run out of money
before the end of the second financial year. The additional cost pressure of the
increased prices within the National Framework for furniture and the introduction of NIL
Industries as a supplier of sofas will mean fewer customers can be supported than was
the case in year one.

Crisis applications represent the primary demand over the telephones and the service
is facing significant challenge to keep pace with the current staffing of 13 Decision
Makers. North Lanarkshire has 38% of the Budget of Glasgow City and has 81% in
terms of comparable demand. Similarly North Lanarkshire has 27.5% higher budget
than South Lanarkshire, but demand for Crisis Grants is 120% greater. This can be
seen in the figures contained in Appendix A.



7.2 Priority Level: The priority setting for the service was 'High' from 1st April 2013 until
7th October 2013 when the priority was changed to 'High and Medium'. From 1st April
2014 the priority setting has returned to 'High'. Demand will be closely monitored to
ensure that the fund is managed appropriately across all thirteen accounting periods.
The matrix below shows the differences between the different priority settings:

High Medium Low

'Need Immediate Less immediate Not time
Severe Less severe critical

Vulnerability Highly Moderately Some
resilience

nsequences Significantly Moderately No identifiable
of no.grant to adverse adverse effect

it

T ' t Immediate Noticeable Minor
Substantial

7.3 Development of the Holistic Approach: The service currently refers customers in
need to a variety of agencies as part of the holistic model, but more needs to be done
to monitor the effectiveness of current referral processes to ensure outcomes are
achieved for customers and that appropriate supports are in place for the most needy.

7.4 Implementation of NL Industries − The arrival in year two of North Lanarkshire
Industries as a supplier of certain furniture items including sofas and possibly curtains
will require further negotiation and planning around prices, quality, products and
delivery times for orders. Close attention will be paid to the capacity of the fund to
sustain orders throughout the year as decision making for customers may be impacted
in relation to the number of items we are able to provide if prices remain as they are
currently estimated.

7.5 Welfare Reform − Universal Credit is highly unlikely to be introduced during 2014/15 in
North Lanarkshire, however the Local Support Services Framework which the
Department for Work and Pensions are currently negotiating with local authorities will
have a direct impact on SWF and its customers.

The introduction of Personal Independence Payments will start nationally in 2015.
From October 2015 the DWP plan to start contacting recipients of the Disability Living
Allowance (DLA) inviting them to claim PIP. There will be no automatic transfer for
claimants from DLA to PIP and each claimant will need to make a new claim for DLA.
This will inevitably lead to some benefit claimants losing their disability payments
altogether, some will see their payments reduce and some may find difficulty in making
their claim in the first instance. SWF will need to closely monitor the impact of this
particularly as it will impact at the busiest time of the year.

8. Planned Improvements

8.1 Preparation for the Permanent Scheme − The Welfare Fund (Scotland) Bill is
currently making its way through Parliament with the permanent scheme expected to
be delivered from 1st April 2015. The final design and structure of the service has not
yet been determined and work to establish this will begin towards the end of July 2014.



As part of the development of the permanent scheme, regulations and new guidance
will be produced to support the new Act. Changes may or may not be required to
decision making and processing activity as the regulations become clear.

8.2 Development of electronic applications − with input from ICT, the SWF team will
develop electronic applications for internal partners within the council network and
continue this work to establish a proof of concept for electronic provision within the third
sector and possibly through the council's web page.

8.3 Local Decision Makers Guide − throughout 2014/15 SWF will ensure that a Decision
Makers Guide will provide the framework for both decisions and holistic referrals. It is
important to ensure that local information is up to date and relevant to customers and
support organisation.

8.4 Process Mapping − further mapping of all SWF processes will continue throughout
2014/15 as systems and support evolve. This includes processes for year−end
reconciliation based on the lessons learned in year one; developing a Discretionary
Awards System training manual in an easy read format for staff as the system
continues to change.

8.5 Customer Insight − further work is being carried out to help us understand more about
customers applying for SWF grants and additional customers who could benefit. This
work in being carried out in partnership with the Information Services Division of NHS
National Services Scotland. Paypoint − The system of making payments through
'Paypoint' was introduced at the end of April as a means of fulfilling crisis grant awards
up to the value of £200. This development allows a much more flexible means of
making small payments to customers in a more convenient and flexible way and
augments the payments through the First Stop Shops. The sole use of the First Stop
Shops presented some difficulty in ensuring customers could receive payments up to
and beyond the normal business day of the Municipal Banks within the First Stop
Shops as these facilities close before the end of the day. Paypoint offers the capacity
to ensure that payments can be made throughout the business day and beyond if
necessary. We have experienced some difficulties with local retailers willingness to
service these payments however Paypoint are working retailers to resolve this.

9. Recommendations

9.1 It is recommended that theCommittee:−•
Note the significant progress made to date in the delivery of the Scottish
Welfare Fund Service;

A

Head of E−Government & Service Development
Members seeking further information on the contents of this report are asked to contact Irene McKelvey, on
tel. 01698 302532



Appendix A

Crisis − Applications 2014/15

Local Authority Apr May Jun Jul Total
Glasgow City 1438 1497 1497 1451 5883
North Lanarkshire 1257 1259 1025 1250 4791
Fife 695 893 875 891 3354
Renfrewshire 763 763 691 728 2945
Aberdeen City 591 616 604 613 2424
Edinburgh, City of 559 653 564 537 2313
North Ayrshire 579 528 558 615 2280
Dundee City 572 546 554 553 2225
South Lanarkshire 519 579 568 510 2176
West Dunbartonshire 435 526 463 532 1956
Falkirk 456 438 422 475 1791
West Lothian 299 335 357 391 1382
Highland 348 374 352 306 1380
East Ayrshire 433 309 298 330 1370
South Ayrshire 278 342 338 335 1293
Dumfries & Galloway 275 301 303 349 1228
Perth & Kinross 252 283 271 280 1086
Angus 239 209 236 241 925
Midlothian 237 222 201 231 891
Stirling 206 228 187 222 843
Aberdeenshire 230 196 193 211 830
Moray 183 193 191 214 781
East Lothian 190 187 171 177 725
lnverclyde 190 192 162 163 707
Argyll & Bute 137 159 169 158 623
Scottish Borders 170 145 129 135 579
Clackmannanshire 112 101 195 134 542
East Dunbartonshire 120 119 123 124 486
East Renfrewshire 48 32 34 32 146
EileanSiar 21 14 9 12 56
Shetland Islands 14 12 6 12 44
Orkney Islands 2 6 1 6 15
Scotland Total 11848 12257 11747 12218 48070


