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Introduction 

The purpose of this report is to obtain Committee's approval for a replacement policy 
statement on benefits administration. 

Background 

Committee approved the original Benefits Administration Policy Statement on 29 August 
2002. 

On 31 October 2002 Committee approved the Benefits Section working towards adoption of 
the National Performance Standards, written jointly by the Department for Work and Pensions 
and Benefit Fraud Inspectorate. 

In order to comply with part of the Strategic Management module of the National 
Performance Standards, the section has identified a need to replace the original Benefit 
Administration Policy Statement with a Benefit Administration Vision Statement. 

Vision Statement 

A draft policy statement is appended for Committee's consideration. This document sets out 
the vision of the Council in regard to its benefits administration, whilst linking to the 
Corporate Vision and Values of North Lanarkshire Council and the Housing and Property 
Services Department's Mission Statement (included in the department's Service Plan). 

Recommendation 

Committee is asked to approve and adopt the Benefits Administration Vision Statement 
appended to this report. 

Access to Information 

Background information is available from the Housing and Property Services Department. 

T. McKenzie 
Director of Housing and Property Services 
encl 
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NORTH LANARKSHIRE COUNCIL 
BENEFIT ADMINISTRATION VISION STATEMENT 

1. INTRODUCTION 

This document sets out the Council’s policy objectives in relation to the 
administration of housing and council tax benefits and the prevention and detection of 
fraud and error in the benefits system in line with National Performance Standards. 

2. BACKGROUND 

Following an inspection visit to North Lanarkshire between February and May 2001, 
the Benefit Fraud Inspectorate (BFI) produced a comprehensive report on the 
Council’s benefits administration relating to the period from January to October 2000. 
The report was critical of many parts of the benefits service and contained some 134 
recommendations. 

At the end of the inspection period, the Council produced an action plan based on the 
BFI’s emerging findings. The plan was later developed to replicate the 
recommendations contained in the BFI report. By 3 1 March 2002, when the Council 
responded to the report, 75% of the recommendations had been either fully or 
partially implemented. A target date of 31 March 2003 was set for full 
implementation with a Best Value Service Review planned for 2003/04. These 
recommendations have now been implemented and as a result the BFI have advised 
that they are extremely satisfied with the evidence and information provided and will 
not be carrying out a follow up visit. 

The Council is responsible for processing 27,000 benefit claims from local authority 
tenants each year (representing 61 % of all tenants), providing approximately &59m in 
assistance towards housing rents. In addition, 6,500 private sector and housing 
association tenants rely on the Council for this service, with approximately &22m paid 
out in rent allowances. The Council also pays &21.5m in council tax benefit. 

The Council is committed to sustaining, and where possible improving, its 
performance in relation to benefits administration and in the prevention and detection 
of fraud. 

3. VISION STATEMENT 

a) Corporate Vision and Values 

We have a positive vision for the future of the area and its communities. This 
vision will be achieved by creating a system of local government that works at all 
levels in close co-operation with the community and partners. 
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North Lanarkshire will be a council which: 

9 serves and involves its communities; 

> acts strategically and leads partnership working; 

9 embraces social inclusion with equal opportunities for all; 

> exploits opportunities for economic and environmental regeneration; 

9 acts corporately to provide Best Value services; 

> operates to the highest standards, is open, transparent and accountable; 

9 values people, treats them with dignity and respect and meets their needs; and 

9 is forward thinking and strives to be the best in all it does. 

North Lanarkshire will be a place where all people enjoy access to: 

9 good quality housing; 

9 a pleasant safe environment; 

9 the very best employment, education and training opportunities; 

9 responsive, caring and co-ordinated support and health services; and 

9 attractive and varied leisure and cultural facilities. 

This vision expresses our commitment to providing excellent public services and 
creating communities in which opportunity, choice, the benefits of economic 
growth and a sustainable environment are available to all. 

b) Housing and Property Services Mission Statement 

To plan and provide high quality housing, property and advice services to achieve 
sustainable communities and improved neighbourhoods and secure a good quality 
of life for all North Lanarkshire residents. 

The Mission Statement is included in the department's Service Improvement Plan 
which is a comprehensive document covering all aspects of the department's 
operations and resources over a three year period. In particular, the Service 
Improvement Plan provides: 

> The department's mission statement, plus the corporate vision and values of 
the Council; 

9 A service profile showing the departmental structure, main responsibilities and 
functions, personnel levels and budget figures; 
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9 The identification of strategic and operational issues, both external and 
internal, which will impact upon the work of the department together with 
aims to address or implement these; 

9 Detailed key actions for the period 2001 to 2004, describing the delivery and 
development of services, and linking these to corporate priorities, the national 
agenda and resources; 

9 The identification of priority actions to be pursued by the department; 

9 Service developments and proposals in the areas of human resources, physical 
assets and the implementation of new technology systems; 

9 Financial information including the capital programme, three year revenue 
budget and sources of income or external funding; and 

9 Arrangements for performance monitoring and improvement actions. 

c) Benefits Vision Statement 

We will ensure adequate resources are available to offer a customer focused 
service that is modern and efficient. It will be prompt, accurate and safe, 
reducing the risks of fraud and error and will aim to help all our community, 
regardless of race or background, live in decent housing. We will promote the 
take up of benefit and provide information and advice that is easily available to 
customers wishing to return to work. 

This vision links to the overall commitment of North Lanarkshire Council to 
provide excellent public services and create communities in which opportunity, 
choice, the benefits of economic growth and a sustainable environment are 
available to all. 

Customer Focused - Modern - Efficient 

The council will: 

9 ensure that sufficient resources are available to provide a service of 
excellence; 

9 provide a benefits service that enables all our community to live in decent 
housing; 

9 help our customers claim their full benefit entitlement to ease hardship and 
promote a better standard of living; 

9 assist our disabled and visually impaired customers by producing forms and 
leaflets in a variety of formats; 

9 consult our stakeholders to ensure that they have confidence in our service 
provision so that we “get it right, put it right if necessary and keep it right”; 
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9 

9 

9 

9 

9 

9 

9 

9 

> 

ensure disabled access to all local housing/council tax benefit offices; 

as a minimum, provide information on how to claim housing/council tax 
benefit in various ethic minority languages; 

be available to customers without the need for an appointment; 

work alone, and jointly with our partners, to promote the take up of benefit; 

provide home visits where necessary; 

promote social inclusion with our internal and external partners; 

ensure that customers wishing to return to work can easily access any 
information or advice they may need; 

make use of information technology by: 

- continuously updating our website to take account of legislative changes 

maintaining the ability to request or download our claim form on line 

promoting our service and providing links to the DWP/Pension Service; 
and 

- 

- 

deal with all personal, verbal or written enquiries within our published 
performance standards. 

Prompt - Accurate - Safe 

The council will: 

> promote the proper use of public funds and be open and accessible to our 
customers when reporting on our administration of housing and council tax 
benefit; 

9 determine to deliver a service that meets the "best value" criteria and declare 
and be accountable to our customers if this is not achieved; 

9 monitor its service continuously to try and achieve both "at standard'' and 
"above standard" status in line with National Performance Standards; 

9 maintain or, where possible, improve our internal performance standards; 

9 strive for and maintain top quartile status for the DWP's quarterly performance 
report; 

9 continue to rigorously check a percentage of all claims processed for errors; 
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9 

9 

9 

9 

9 

9 

9 

9 

9 

provide staff with the training to ensure speed and accuracy when dealing with 
claims; 

provide staff with the knowledge to understand how their actions affect 
HBKTB administration and give support and guidance to enable correct 
decisions to be made; 

ensure all checks are carried out in compliance with Section 19 and the 
Verification Framework; 

provide Fraud Awareness and an introduction to the Verification Framework 
for all new staff and refresher courses annually for all staff; 

promote the awareness of the Fraud Hotline both internally and externally and 
carry out frequent fraud campaigns; 

investigate potential fraud and if proven take appropriate punitive action; 

ask all staff to complete a declaration of interest; 

ensure staff have the necessary knowledge to correctly classify overpayments; 
and 

seek to recover overpayments where applicable using all appropriate methods 
available. 

4. POLICY REVIEW 

This policy will be subject to review in April 2004. 
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