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Introduction 

The purpose of this report is to obtain Committee's approval for the appended 
Business Plan 2005106 and update Committee on the monitoring of the 
2004/05 Business Plan. 

Background 

Committee approved the 2004105 Benefits Business Plan, which was 
presented to the Housing and Technical Services Committee of 27 May 2004. 

In order to comply with part of the Strategic Management module of the 
National Performance Standards, the section requires to have an annual 
Business Plan adopted by Committee, the contents of which have to be 
monitored at least annually. 

Business Plan 2005106 

A Business Plan 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 Mission Statement. The Plan 
states the objectives and strategies of the Benefits Section together with its 
priorities and resources. 

Monitoring of Business Plan 2004105 

The outcome of the monitoring of the 2004/05 Business Plan is appended for 
Committee's consideration. 

Recommendation 

Committee is asked to approve the Benefits Business Plan 2005/06 appended 
to this report, and, note the monitoring report in the Benefits Business Plan 
2004/05. 
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. 
6. Access to Information 

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

T. McKenzie 
Director of Housing and Property Services 

Enc 
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I NORTH LANARKSHIRE COUNCIL BENEFITS SECTION BUSINESS PLAN 2004/05 SUMMARY i 

1. Introduction 

This document is North Lanarkshire Council's Housing and Council Tax Benefits Business 
Plan for 2005106. This is the Benefits Section's second Business Plan, and it sets out its 
Vision Statement, objectives and strategies, together with its priorities and resources. 

The plan has been prepared taking into account the Council's Corporate Plan and Strategies 
2004 - 2008, the Council's Best Value regime and the Housing and Property Services 
Departmental Service Improvement Plan 2004105 - 2006107. 

2. Objectives 

This plan sets out the Section's Vision Statement and objectives, which seek to improve the 
service delivery given to our customers, whilst guarding against fraudulent claims entering 
the system and detecting fraudulent claims already within the system. These objectives can 
only be attained by working closely with key partners and stakeholders. 

3. Background 

North Lanarkshire Council has administered Housing and Council Tax Benefits since its 
inception in April 1996. 

4. Organisation and Role of Benefits Section 

The Benefits Section of North Lanarkshire Council administers Housing and Council Tax 
Benefit, including Second Adult Rebate, on an agency basis on behalf of the Department for 
Work and Pensions from various offices throughout the North Lanarkshire Council area. 
Various funding streams, controlled and issued by the Department for Work and Pensions, 
compensate Local Authorities for this work, the main funding stream being the annual 
specific grant for administration costs. 

5. Strategic Links 

This plan links to North Lanarkshire Council's corporate strategy and to the departmental 
Housing and Property Services strategy. 

6. Service Improvements 

Service Improvements have been identified through the department's Key Priorities, which 
are monitored regularly by the Senior Management Team of the Housing and Property 
Services Department. 

7. Staff Training 

Training Plans, both departmental and benefits specific, are prepared annually and records 
kept of all training delivered to Benefits staff. 

8. Policies and Procedures 

In order to ensure as much information is available as possible on benefits specific aspects 
of work, to ensure conformity across the section and also use, where possible, as training 
tools, the Benefits Section has produced a number of Policies and Procedures. 

1 
202 



9. Performance 

The Benefits Section is heavily scrutinised by a number of stakeholders including the DWP, 
BFI, External Audit, the Corporate Management Team, the Senior Management Team of the 
Housing and Property Services Department, and Internal Audit. To ensure the section 
demonstrates accountability in pertinent areas for these different agencies, a range of 
performance information and standards is produced on a regular basis. 

10. Resource Analysis 

This section gives information on the cost of the Benefits service and the different funding 
streams available to help finance the costs. 

11. Human Resource Analysis 

This section gives an analysis of the Section's workforce numbers and grades, and, should 
be read in conjunction with Section 7, Staff Training. 

12. Monitoring and Repotting 

In order to be effective, this Business Plan will need to be monitored and reported upon at 
regular intervals to the Housing Finance and Administration Manager, the Senior 
Management Team of Housing and Property Services and the Housing and Technical 
Services Committee. 
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I SECTION 1 - INTRODUCTION 1 
1.1 This document is one of many strategic and policy documents specific to the benefits 

function of North Lanarkshire Council. 

1.2 As the Business Plan of North Lanarkshire Council's Benefits Section, this plan aims to set 
out: 

> The vision of North Lanarkshire Council's Benefits Section 

> The objectives and standards for its service 

> The strategies to be adopted to achieve these 

> A framework for monitoring and evaluating performance and progress 

> Partnership working with our key stakeholders 

1.3 This plan links to: 

> The Council's Corporate Plan and Strategies 

> The Council's Best Value regime 

> The Housing and Property Services department Service Improvement Plan 

Summary 

The Business Plan will be updated annually, or more often if radical changes are 
introduced, and will continue to be linked to the Council's main strategic policies. 
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I SECTION 2 - OBJECTIVES 

Vision 

2.1 

2.2 

2.3 

"Our aim is to be a Housing and Council Tax Benefits provider who is transparent and 
accountable and who can deliver the efficient, modern service that the residents of North 
Lanarkshire Council deserve. We will promote and support social inclusion, by making sure 
we meet the needs of our customers, regardless of race, background, employment or 
financial status". 

The vision statement for Benefits compliments the Council's corporate mission statement 
which is included in the Corporate Plan and is: 

"To maximise the benefits of North Lanarkshire's location creating prosperity, achieving 
social justice, and meeting local needs by providing best value quality services". 

and the Housing and Property Services Department mission statement, which is included in 
the departmental Service Improvement plan and is: 

"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". 

Setting our Objectives 

Our aim is to: 

P 
P Strive for continuous improvement 
P Prevent backlogs 
P 
P 
k 
P 

Provide safe and secure administration of Housing and Council Tax Benefits 

Deliver a transparent and accountable service 
Communicate plans to, and recognise the impact on, stakeholders 
Meet all relevant National Performance Standards and local targets 
Introduce efficiency savings and value for money improvements 

Planning to Achieve those Objectives 

P 
P 
P 
P 
P 

Plan for changes in Housing and Council Tax Benefit legislation 
Prioritise objectives to make best use of our resources 
Plan for continuous improvement in service by setting targets and objectives 
Update the business continuity plan to take account of any relevant changes 
Plan for peaks and troughs in workload and resource availability 

Reporting and Monitoring our Performance 

We will: 

P 
P 
P 
P 

Set local targets that work alongside the National Performance Standards 
Communicate performance targets to stakeholders 
Publish our performance in relation to these targets in local offices and on our web site 
Reflect targets in work programmes 
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Looking Forward 

We will continue to: 

> 
> 
> 
> 
P 
> 
> 

Embrace change in a professional and efficient manner 
Promote and support social inclusion 
Provide a customer-focused, modern and efficient service 
Process information with speed and accuracy and reduce the risk of error and fraud 
Maximise benefit entitlement and promote take-up 
Be accessible to all residents of North Lanarkshire regardless of race or ethnic origin 
Investigate potential fraud and take appropriate action, where proven 

2.4 Stakeholders Participation 

North Lanarkshire Council's Benefits Section's stakeholders include the Department for Work 
and Pensions, Rent Officer Service, Housing Associations, the Housing Services division of 
the Housing and Property Services department, the Council Tax Section of Finance, private 
landlords and claimants. 

> The Benefits Section has a Service Level Agreement, (SLA), with the Lanarkshire 
Jobcentre Plus agencies, and hold quarterly monitoring meetings. 

Through the West of Scotland Joint Operational Board, (JOB), the Benefits Section has 
a SLA with Jobcentre Plus Counter Fraud Investigation Service, (CFIS), and the 
Operational Intelligence Unit, (OIU). JOB meetings are held quarterly and CFIS 
meetings every eight weeks. 

SLAs are also in place with the Pension Service and Debt Management Agency. 

> The Benefits Section has a SLA with the Rent Officer Service 

> The Benefits Section has a SLA with all the local Housing Associations it deals with, and 
meets the HAS on a quarterly basis 

> The Benefits Section has a SLA with it's Housing Services division, and regular meetings 
are held 

> Although there is no SLA with Council Tax, regular meetings are held to discuss current 
issues 

> The Benefits Section issues newsletters to its private landlords at least annually, and has 
held a Landlords Forum, which will be repeated in the near future. A landlords survey 
was issued in May 2004 to gauge the views of our landlords on the services they are 
receiving and will be repeated in the future 

k The Housing Services division participates in a tenants forum where benefits issues can 
be raised and discussed 

2.5 Best Value 

The Benefits Section is currently undergoing a Best Value Service Review, the results of 
which will be published later this year. 
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Summary 

The Benefits Vision Statement has been widely promoted by being placed in all Benefits 
offices' public areas for current and potential customers, in addition to being publicised to 
other stakeholders, (see Appendix 1) 

SLA 's will be updated annually between North Lanarkshire Council's Benefits Section and 
its stakeholders. 

Areas of weaknesses emanating from the Best Value Service Review, (BVSR), will be 
identified, and an action plan produced to address these areas of weakness. The BVSR will 
also be the subject of a recognised quality improvement and self assessment tool, the 
European Foundation Quality Model, (EFQM), to ensure the action plan is comprehensive 
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1 SECTION 3 - BACKGROUND 1 

Year 
January 2004 
March 2005 

3.1 An integrated benefits service under the responsibility of the Director of Housing and 
Property Services has been delivered by the Benefits Section since 1998, although changes 
to the number of Benefits personnel, changes in legislation, changes in the way the service 
has been delivered and changes in Information Technology, (IT), have taken place since 
then. 

Rent Rebates Rent Allowances Council Tax Only Totals 
26,288 6,914 8,982 42,184 
2571 3 7,224 9,497 42,434 

3.2 Regular take up campaigns, in conjunction with out stakeholder partners, and, through 
different media methods, has reversed the recent pattern of decreasing caseload as follows: 

3.3 Government attempts to stop fraud entering the system, and to detect fraud already in the 
system, has resulted in processors having to look more closely at claims, hence increasing 
the pre-assessment times before processing. 

3.4 A Stock Option Appraisal undertaken by North Lanarkshire Council in 2003, has confirmed 
that North Lanarkshire Council do not need to undertake Large Scale Voluntary Transfers, 
(LSVT's), due to the very good condition of the stock and the low debt and management 
costs incurred by North Lanarkshire Council. Therefore, although Rent Rebate caseload will 
continue to reduce, it will only reduce through natural sources and Right to Buy. 

3.5 The Benefits Section has to take account of the following pieces of legislation when 
conducting its business. 

Acts 

TCA2002 
S PCA2002 
HLA2002 
FOIS2002 
H SA200 1 
SSFA2001 
RIPAS2000 
CS PSSA2000 
F 0 I2 0 0 0 
A&IA1999 
WRPAI 999 
SSAl998 
DPAl998 
PlDAl998 
SSAFAI 997 
CPlAl996 
SSAAl992 
SSCBA1992 
LGFAl992 

Tax Credit Act 2002 
State Pension Credit Act 2002 
Homeless Act 2002 
Freedom of Information (Scotland) Act 2002 
Housing (Scotland) Act 2001 
Social Security Fraud Act 2001 
Regulation of Investigatory Powers (Scotland) Act 2000 
Child Support, Pensions and Social Security Act 2000 
Freedom of Information Act 2000 
Asylum and Immigration Act 1999 (Part VI) 
Welfare Reform and Pensions Act 1999 
Social Security Act 1998 
Data Protection Act 1998 
Public Interest Disclosure Act 1998 
Social Security Administration (Fraud) Act 1997 
Criminal Procedure and Investigations Act 1996 
Social Security Administration Act 1992 
Social Security Contributions and Benefits Act 1992 
Local Government Finance Act 1992 
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Main Regulations 

SI 
SI 
SI 
SI 
SI 
SI 
SI 
SI 
SI 
SI 

198711 971 
198711 971 
1992/1814 
1992/1814 
2001 / I  002 
1997/1995 

I 2001 / I  167 

I 1997/2436 
I 1998/662 

i 200112340 

Housing Benefit Regulations 
Housing Benefit Regulations (Pension Credit version) 
Council Tax Benefit Regulations 
Council Tax Benefit Regulation (Pension Credit version) 
Decision Making and Appeals Regulations 
Rent Officer Orders (Scotland) 
The Discretionary Financial Assistance Regulations 2001 
The Discretionary Housing Payments (Grants) Order 2001 
Housing Benefit (Information from Landlords and Agents) Regulations 
Housing Benefit (Supply of Information) Regulations 

Statutory Instruments 

SI 2005/337 The Social Security, Child Support and Tax Credits (Miscellaneous 
Amendments) Regulations 2005 

SI 2005/273 The Housing Benefit and Council Tax Benefit (Miscellaneous 
Amendments) Regulation 2005 

SI 2005/238 The Housing Benefit (General) (Local Housing Allowance) 
Amendment Regulations 2005 

SI 20051236 The Rent Officers (Housing Benefit Functions) (Local Housing 
Allowance) Amendment Order 2005 

SI 2005152 The Education (Student Support) Regulations 2005 

Summary 

The Benefits Section will try to maximise take-up of all benefits, including Housing and 
Council Tax Benefit by introducing a take-up strategy including: 

+ 
+ 
+ 
+ 
+ 
+ 

Working closely with other partners/stakeholders 
Using management information to identify areas of low take-up and publicise Housing 
Benefit and Council Tax Benefit in/at these areas 
Continuing to develop the web page to publicise benefits 
By producing literature and information in Plain English 
Considering our customers needs in regard to access to the Benefits Section 
By introducing a Web based benefits calculator, (which can be used from home), to 
calculate notional HB/CTB awards 

Progress of the above measures will be closely monitored and reported upon. 
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1 SECTION 4 - ORGANISATION AND ROLE OF BENEFITS SECTION 

Organisation 

4.1 The section is organised into Teams as follows: 

9 

9 

9 

9 

9 

Cumbernauld Area Benefits Team dealing mainly with rebates, Council Tax benefits and 
Second Adult Rebate, (SAR). The main team are located outwith the Cumbernauld First 
Stop Shop, (FSS), however, provide clerical counter expertise on a daily basis to the 
FSS. Two other teams responsible to the Team Leader are located at Moodiesburn and 
Kilsyth FSS's respectively 
Coatbridge Area Benefits Team dealing mainly with rebates, Council Tax benefits and 
SAR, and located within the Coatbridge FSS 
Airdrie Area Benefits Team dealing mainly with rebates, Council Tax benefits and SAR. 
The team are located outwith the Airdrie FSS, however, have regular liaison 
Bellshill Area Benefits Team dealing mainly with rebates, Council Tax benefits and SAR. 
The main team are located within the Bellshill FSS. Another team responsible to the 
Team Leader is located at Viewpark FSS. 
Wishaw Area Benefits Team dealing mainly with rebates, Council Tax benefits and SAR. 
The main team are located within the Wishaw FSS. Another team responsible to the 
Team Leader is located at Shotts FSS. 
Motherwell Area Benefits Team dealing mainly with rebates, Council Tax benefits and 
SAR, and is located within the Motherwell FSS 
Private Benefits Team dealing mainly with private landlords and Housing Associations. 
The team is located in Airdrie 
Fraud Team located at headquarters in Coatbridge. The team deal with all aspects of 
fraud referrals, investigations and sanctions 
Central Processing Team located at headquarters is a team, which was originally set up 
to process the bulk of review claims processing within North Lanarkshire Council. The 
abolition of benefits periods has required this team to assist the other teams within the 
Benefits Section, and also to work on various management reports, data cleansing 
exercises and other work as identified by the Management Team 
Central Team dealing mainly with system application problems, new releases, DWP 
statistical returns, WIB returns and various other areas. This team is located at 
headquarters in Coatbridge. The Overpayments Team who are under the responsibility 
of the Central Team Leader are based at Housing Services headquarters in Coatbridge 
and deal with all aspects of administration and recovery of overpayments 
Quality and Development Team located at Housing Services headquarters in 
Coatbridge. This team deals with compilation of training plans, sourcing of training 
providers, updating the Procedure Manual, (PM), when required and various other 
projects to help raise the quality of service provided by North Lanarkshire Council's 
benefits administration 
Verification Framework Team. This team consists of Visiting Officers who are allocated 
to the various Area and Private Teams 

4.2 Role 

Through the different teams, the role of the Benefits Section is to administer Housing and 
Council Tax Benefit including SAR on behalf of the DWP. This includes all aspects of 
benefits administration as following: 

> Mail logging and distribution 
> Making the application. A claimant can obtain an application by calling personally into 

the office, by telephone, by letter, by request on the lnternet 
9 New claims. Adhering to our performance targets for all stages of a new claim 
9 Extended payments including the Fast Track Scheme 

9 
210 



Termination of a claim 
Interventions 
Joint Occupiers. Ensuring guidance from the PM is adhered to 
Second Adult Rebate 
Entitlement and Calculation of Benefit. This includes first day of entitlement after 
discovery if eligibility exists and the calculation of benefit including using tapers if 
required 
Processing difficult claims such as Self Employed, Temporary Absence, Persons from 
Abroad, Payment on Two Homes, and Students 
Ensuring Capital is treated properly 
Issuing correct determination notices to claimants including Supercessions and 
Revisions 
Deciding whether or not to award Discretionary Housing Payments, (DHP's) 
Processing Changes of Circumstances 
Deciding whether or not to award a backdate 
Dealing with Overpayments 
Dealing with Appeals 
VI= 
Fraudulent claims 
Adherence to IT and Internal Security 
Adherence to the Protection of Personal Information/Data Protection and Computer 
misuse 
Preparation of Subsidy claims including initial estimates and mid year estimates 

Summary 

The Benefits Section will closely monitor its service delivery to ensure: 

+ 
+ 
+ 
+ 
+ 
+ 
+ 

Reception and interviewing facilities are first class 
All Benefits offices are accessible to all residents of North Lanarkshire 
Opening hours are conducive to our customers 
Telephone access hours are conducive to our customers 
Staffing resources are adequate at each service area 
Decision letters are easy to understand 
Large print forms are available for our visually impaired customers 

The Benefits Section will ensure all different types of claims, changes of circumstances, 
etc., are processed speedily and accurately, and to help achieve this aim: 

+ 
+ 
+ 

All staff will be trained, motivated and resourced to carry out their duties effectively 
The best use of Information Technology will be made to improve performance 
Backlogs will not be allowed to build up, maintaining the current high performance in 
speed of processing 

10 
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I SECTION 5 - STBATEGII: LINKS 

5.1 North Lanarkshire Council aims to promote strong links between the administration of 
benefits and Corporate and Departmental strategies. 

5.2 In the current Corporate Plan under the section Promoting Social Inclusion, one of the aims 
is: 

To promote financial inclusion for individual people and communities 

Action we will take 

9 By 2005, achieve "one stop" advice and benefit processing for all benefits we pay 

9 Achieve the Housing Benefit and Council Tax Benefit national performance standards, 
resulting in improved service to claimants 

9 By 2005, make sure all residents have access to a range of affordable financial services, 
(for example, Credit Unions and the Municipal Bank) 

9 By 2005, review advice services to make sure everyone has equal access 

5.3 In the current Departmental Service Improvement Plan, there is a commitment to provide 
service improvement planning taking account of wider strategic policies and management 
procedures within the Council including: 

9 

9 
9 

The new Corporate Plan and the North Lanarkshire Council Partnership Community 
Plan 
The three year Financial Plan 
The Performance Management Framework including the duties of Best Value and 
Community Planning and public performance reporting requirements introduced 
through the Local Government in Scotland Act 2003 
Individual policies and strategies - prepared either corporately, within the department, 
with partner agencies, or on a pan Lanarkshire basis 

9 

Continue to Develop and Improve our Core Business Services in Partnership with 
Others 
Planned Improvement Action 

9 Demonstrate continuous improvement in Housing/Council Tax Benefit administration, 
rent collection, debt management and financial control 

Detailed Key Actions for 2005/06 

9 Prepare for introduction of Standard Housing Allowance for private rented 

P 
9 
9 
9 
9 

9 

accommodation 
Prepare 2004105 subsidy claim for submission by 30 June 2005 
Update all benefit related policy documents 
Update Procedures Manual as and when necessary 
Prepare for BFI BVp inspection 
Work towards achieving the new National Performance Standards, (introduced April 
2005) 
Implement recommendations from the Scrutiny PaneVReview Group Report on Rent 
Arrears, Benefits, etc 
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Indicative Key Actions 2006/07 

k Demonstrate continuous improvement in HousinglCouncil Tax Benefit administration, 
rent collection, debt management and financial control 
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5.4 The mechanism for reflecting strategic priorities is through the following hierarchy of plans. 

Progress wi I I be 
monitored through a set 

Community Plan 
2004 - 2008 

The plan details North Lanarkshire 
Partnership's long-term vision for the 

people and the area 

of indicators 

Corporate Plan 2004 - 
2008 

The plan expresses NLC's 
commitment to providing excellent 

public services and creating 
sustainable communities and 

environment 

Local Housing 
Strategy 2004 - 2008 

An annual performance 
plan, produced in June, 
ensures actions are 
implemented. An annual - performance report, 
published in September, 
records progress with the 
performance plan 

I Housing and I 
Biannual updates to L Committee on progress of 

Property Services 
Imr,rovement Plan 
2004105 - 2006107 

Cross Tenure Plan of Housing need, 
demand and resources 

Plan 
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Summary 

To ensure the Priority Tasks and Key Actions are being meffprogressed in line with 
timescales, regular monitoring will be undertaken by the Housing FinanceIAdministration 
Manager, and, bi-annual updates of the Service Improvement Plan supplied to the Housing 
and Technical Services Committee. 
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I SECTION 6 - SERVICE IMPROVEMENTS 

6.1 North Lanarkshire Council Benefits Section is committed to continuous improvement in the 
service it provides to customers. The Best Value Service Review, to be published in 2005 
will provide a benchmark to whether this aim is being achieved. 

6.2 Key drivers of continuous improvement within North Lanarkshire Council Benefits are: 

Customer care is our first priority in a highly decentralised organisation with the majority 
of services provided though local offices 
The tenant movement and tenant participation machinery, in conjunction with Registered 
Social Landlords Forums and private landlord feedback, place continuous demands 
upon us for accountability and improvement 
Improvement in partnership working with all of our stakeholders improves efficiency and 
accuracy of the services delivered to our customers 
A willingness on the part of staff to show initiative, acknowledge our weaknesses, be 
open to new ways of working and a determination to improve our service 
A commitment to staff development and training at all levels 
Priority being given to working effectively in teams with managers empowered to make 
most decisions locally 
Systems to track performance and Senior Managers monitoring results and taking 
corrective action 
Support from Elected Members to ensure the service evolves and develops as required 
An undertaking and commitment to the principles of Best Value 
Consultation with customers and staff through surveys, to drive service improvement 

6.3 Recent major achievements include: 

All Benefits mail is now sent in DNR envelopes 
Recognition of the section's continuous improvement highlighted through the DWP's 
quarterly published performance figures for all 408 UK authorities 
Recognition by Audit Scotland in their 2003/2004 Performance Management report that 
only North Lanarkshire Council and four other Scottish authorities met the DWP 
standards for both processing new claims and changes of circumstances, and North 
Lanarkshire Council had the second lowest Gross Administration cost per case of all 32 
LA'S 
Creating and distributing a further suite of benefit specific leaflets and posters 
Building upon our first fraud prosecution in 2003/04 and successfully prosecuting 
another 4 claimants 
Testing and installing a web based Housing and Council Tax Benefits Calculator, 
(BECS) 
Increasing total caseload against a previous trend of falling caseload 

6.4 Improvement to be achieved this year, (with reference to the Service Improvement Plan), 
include: 

k Complete best value service review 
> Work towards attaining standard for the new National Performance Standards, 

(introduced April 2005) 
> Take cognisance of the landlord surveys and customer surveys to be issued this year to 

help inform improvements to service delivery 
> Try to improve performance of Performance Indicators reported by Audit Scotland and 

the DWP 
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9 
9 

9 

9 

9 
9 

Continue to seek IT improvements to assists with benefits administration 
Introduce new staff structure to reflect legislative changes, (abolition of benefit periods, 
etc) 
Implement DIP and Workflow, now that a bid to the DWP Performance Standards has 
been successful 
Prepare for introduction of system changes to Windows environment and conduct BETA 
testing of the draft software 
Prepare for BFI BVp inspection 
Build upon the introductory work in 2004/05 and meet the 2005106 Intervention targets 
set by the DWP 

Summary 

In order to ensure Service Improvements are being delivered, the Benefit Section will: 

+ 
+ 
+ 
+ 
+ 

Monitor feedback from all stakeholders through the regular meetings and SLA's 
Monitor feedback from Customer Surveys 
Monitor feedback from Staff Surveys 
Monitor the Action Plan emanating from improvements recognised through the Best 
Value Service Review 
Monitor Key Actions from the Service Improvement Plan 
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1 SECTION 7 - STAFF TRAINING 

7.1 The Benefits Section is committed to ensuring their staff have the expertise and skills to 
perform their duties. It is recognised that staff are our most valuable asset, therefore, 
comprehensive training plans are produced and implemented each year to ensure this goal 
is achieved. 

7.2 Although there is only an annual budget of f6,000 per year for staff training within the 
Benefits Section, this budget has been augmented from other funding sources in the past 
few years to ensure staff development is continuous. 

7.2 Staff training includes: 

P Academic qualifications at Further Education Colleges 

P Academic qualifications by correspondence course 

P Academic qualifications through vocational SVQ's, (in partnership with all other 31 
Scottish Local Authorities) 

P Attendance at seminars 

P Training delivered by external trainers on specific topics 

P Training delivered internally on specific topics 

P Training delivered internally as a result of feedback from the checking regime 

P Half day closure training for each team on a four week cycle 

P IT training delivered externally on Word, Access, Excel, etc 

7.3 The Benefits specific Training Plan for 2005/06 is attached at Appendix 2. A summary of 
training courses held during 2004105 and numbers who attended is attached at Appendix 3. 

A Departmental Training Plan is also compiled each year and is available on the Intranet. 

Summary 

The Benefits Section will continue their commitment to Staff Training by preparing annual 
Training Plans, which will be compiled taking cognisance of: 

+ 
+ Individual requests 
+ Legislative changes 
+ Software changes 
+ 

The EDP process and feedback 

Issues arising from the Management checking regime 
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8.1 The Benefits Section continues to introduce Policies and Procedures for important areas of 
work to ensure all staff are familiar with the requirements of specific aspects, and, continuity 
is achieved throughout the section. 

8.2 In addition to the Business Plan, the section has also produced: 

A Benefits Section Procedure Manual. The manual currently has 58 sections on different 
areas of benefits administration, and is written in a format which includes text, flowcharts 
and software system screen prints to allow readers to simulate, as much as possible, 
actual processing of specific aspects of benefits. The Procedures Manual is available on 
the PC network for all benefits users, and continuous updates are notified to all interested 
parties. Hard copies can be downloaded at any time. 

Overpayments procedures for use by the Overpayments Team 

A Write-off Policy for overpayments 
, 

Post Opening Procedures 

Good Practice Guide for Verificationllntervention Visiting Officers 

A Fraud Policy which is updated and approved by Committee annually 

A Good Practice Guide for Fraud Investigators 

A Business Continuity Plan 

A Code of Conduct for Fraud Investigators 

An Aide Memoire on Surveillance 

Procedures for Authorisation of Covert Surveillance 

A Fraud Business Plan 

Customer Care Policy 

Overpayments Recovery Policy 

Claims Processing Policy 

Housing and Council Tax Benefit take-up strategy 

Summary 

The current plans will be updated regularly to ensure they are kept up-to-date in regard to 
new procedures, new legislation, content of associated plans, etc. 

The Benefits Section will produce other Policies and Procedures, which are relevant to the 
administration of benefits, and these will also be updated on a regular basis 
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1 SECTION 9 - PEWORMANCE 

Year Gross SA % of SA Ave SA Ave Days SA % o f  SA % of 
Admin OlPaY Days to to Process Renewal Cases 
cost recovered Process Changes Claims 
Per in a year New Processed where 
Case Claims on Time Benefit 

Calculated 

was 

9.1 Due to the number of different agencies with an interest in benefits administration, the 
Benefits Section is tasked with providing a range of performance figures and standards, and 
these are detailed in this section. 

SA 

9.2 Statutory Performance Indicators 

2000101 
2001102 
2002103 
2003104 

Statutory Performance Indicators, (SPl's), are reported upon by each of the 32 Scottish Local 
Authorities and published at the end of each financial year by Audit Scotland, the latest 
figures being 2003/04. A comparison table of North Lanarkshire Council's performance over 
the last 4 years shows continuous improvement in all areas, except Gross Administration 
Cost per Case. 

correct 
€28.60 €41.48 13.6% 50.3% 45 48 13 22 48.4% 75% 94.6% 95.8% 
~31.14  €41 .a9 21.3% 45.6% 44 52 11 16 67.2% 73.3% 96.3% 95.5% 
€29.02 €47.27 74.2% 46.5% 26 49 7 15 86.1% 76.9% 99% 96.1 % 
€32.07 ~48.00 79.0% NIR 19 47 4 12 87.5% NIR 100% NIR 

NLC Performance 2002/03 
NLC Performance 2003/04 
NLC Performance 2004/05 
(3"' Quarter) 

~ 

26 days Top Quartile Performance 34 days 
19 days Top Quartile Performance 33 days 
17 days Top Quartile Performance 30 days 

* SA = Scottish Average 
** NR = No return 

North Lanarkshire Council and 4 other Scottish Authorities were the only ones who met both DWP 
targets for processing new claims and changes of circumstances. 

9.3 DWP National Statistics 

DWP national statistics have been published since 30 September 2002, and the following 
shows the Benefits Section's figures. The figures are provided through the Stats 124 returns 
made to the DWP Information Centre who then analyse them and issue the national statistics 
on a quarterly basis. 

(i) Average number of calendar days to process a new claim 

Performance Standard - Process new claims, on average within 36 days calendar or 
less 
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(ii) Average number of calendar days to process a change of circumstances 

NLC Performance 2002/03 7 days 
NLC Performance 2003/04 4 days 
NLC Performance 2004/05 3 days 

Performance Standard - Process change of circumstances, on average within 9 days 
calendar or less 

Top Quartile Performance 8 days 
Top Quartile Performance 8 days 
Top Quartile Performance 7 days 

NLC Performance 2003104 86% Top Quartile Performance 

I (3rd Quarter) 

79% 

(iii) Percentage of renewal claims processed on time 

NLC Performance 2002103 99% Top Quartile Performance 
NLC Performance 2003104 100% Top Quartile Performance 
NLC Performance 2004105 99% Top Quartile Performance 

Performance Standard - 83% of renewal claims processed on time 

98% 
99% 
99% 

NLC Performance 2002/03 80% Top Quartile Performance 85% 
. NLC Performance 2003/04 93% Top Quartile Performance 85% 
NLC Performance 2004105 98% Top Quartile Pedormance 90% 
(3rd Quarter) 

(iv) Accuracy of Processing 

NLC Performance 2002103 36% Top Quartile Performance 

NLC Performance 2004/05 93% Top Quartile Performance 
NLC Performance 2003/04 78% Top Quartile Performance 

(3rd Quarter) 

83% 

89% 
81 Yo 

I (3" Quarter) 

(v) Percentage of new claims determined within 14 days of receipt of all necessary 
information 

Performance Standard - 90% of new claims determined within 14 days of receipt of 
all necessary information 



9.4 

DWP TOP 
Target Quartile 

Average number of days to process 36 30 
new claims 
?40 of new claims processed within 14 90% 90% 
days 

changes in circumstances 

paid on time or within 14 days \ 

Average number of days to process 9 7 

% of new Rent Allowance\claims NONE 89% 

9.5 

9.6 

Local Actual 
Target Performance 

19 18 

90% 98% 

5 3 

90% 95% 

Local Performance Targets 

% Recovery HB overpayments collected 
WlBS achieved as % of baseline 

11 6'h highest 81 % against average 50% 
11 13'h hiahest 337% aaainst averaae 221% I 

National Performance Standards 

The National Performance Standards have been re-launched in April 2005, and, North 
Lanarkshire Council have still to assess against the standards. 

CI PFA Bench marki ng 

The Benefits Section have been enrolled in a benchmarking club for the past four years. The 
club, in 2003104, had 117 members from all over the UK, (29% of total number of UK local 
authorities), and each member supplied information requested by CIPFA, which was 
analysed and presented to each member for comparison purposes. North Lanarkshire 
Council compared favourably in almost all sections, which were primarily based on live 
caseload. Comparisons were presented by Number, Bar charts, Time Series Analysis and 
Quartiles, and some of the information published is as follows. 



Summary 

The Benefits Section will continue to: 

+ 
+ 
+ 

Work towards improving its SPl's 
Work towards improving its performance as published by the DWP through their 
National Statistics 
Work towards achieving standard in the 4 themes modules of the new National 
Performance Standards, introduced April 2005, and introducing new policies and 
procedures if necessary to achieve this aim 
Set its own Local Targets, (See Appendix 5 for 2004/05 targets) 
Benchmark against other LA'S through the ClPFA Benchmarking Club, to provide 
comparisons of performance 

+ 
+ 
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1 SECTION 10 -%RESOURCE ANALYSIS . ?  ,a,*-; . I '  ' - e  

10.1 The Benefits Section proposed expenditure in 2005/06 is f 109,810,059, (see budget details 
Appendix 6). The Finance Department have budgeted for a small surplus to reflect the new 
subsidy rules coming in to force this financial year. However, this may be subject to change 
as some of the subsidy proposals are based on incentives, which may or may not be met, 
and, transitional arrangements will apply to all UK Local Authorities to ensure nobody loses 
any more than 0.5% of what they would have expected to collect based on pre 2004/05 
subsidy rules. 

The exact outcome of what North Lanarkshire Council will receive in subsidy for 2004/05 will 
not become apparent until the DWP have received, and analysed, all 408 UK Local Authority 
final audited subsidy claims, and, thereafter, applied the transitional arrangements. Although 
the final subsidy claim has to be submitted to the DWP, and our external auditor, by 30 June 
2005, the final outcome may not be notified until mid 2006. 

10.2 Other funding streams, apart from those stated in the Income section of the Budget are also 
made available to the Benefits Section for help with the costs of administering benefits 
including money for Verification Framework, Tax Credits and Pension Credit. 

10.3 The Benefits Section prepares a four weekly budget monitoring report on the proposed 
expenditure and income for Rent Rebates, Rent Allowances and Council Tax. This includes 
calculating the ongoing subsidy percentage rates, to forecast, as accurately as possible, the 
cost of benefits administration to the Council. The Gross Administration Cost per case is 
also calculated. The Section also liaises with their colleagues in the Finance Department to 
monitor all other costs, again on a four weekly basis. 

Summary 

+ The Benefits Section will liaise closely with the Finance Department to monitor budgets 
and funding streams to ensure the Section is complying with the budgeting process and 
provides comfort to its stakeholders that best value is being sought in all areas 

+ The Benefits Section will monitor HB and CTB income and expenditure on a 4 weekly 
basis throughout the year, to try to maximise subsidy levels to North Lanarkshire 
Council 

225 



SECTION 11 - HUMAN RESOURCE ANALYSIS 

11 .I Equal Opportunities Policy Statement 

The Council is committed to ensuring that every individual has the right to be treated with 
respect and fairness. 

The Council will not tolerate any discrimination in any form in breach of these principles and 
will take positive action to counter discrimination both as an employer and provider of 
services. 

11.2 Employee Analysis 

* 122.5 102.5 I 20 I/ 
A Benefits Staffing Structure is shown at Appendix 7. 

11.3 From the employee analysis it can be seen that 20 of the 122.5 posts are funded on a 
temporary basis, (VF funding), which equates to 16.33%, however, because many of the 
staff in temporary funding posts have full time substantive posts, the number of staff on 
temporary contracts is around 24%, (a decrease from 30% last year). This makes it very 
difficult to recruit staff for short term temporary posts, and usually results in the Section 
carrying vacancies. This can be substantiated by the fact that the Section has easily met its 
efficiency savings target, (in 2003104 over f 103,000 and 2004/05 over €65,000), in the last 
two years. 

11 -4 There are 22 job share postholders within the Section, with indications showing that this will 
increase in 2005/06. There are also 2 postholders currently on flexible working hours. 
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Summary 

The Benefits Section is committed to developing a well trained, highly motivated and 
enthusiastic team. This will be done by: 

All new staff attending the 3 stage induction process 
All staff having access to the Benefits Procedure Manual and other relevant Policies 
and Procedures 
Staff receiving the appropriate training to develop their effectiveness/skills 
Staff having access to appropriate Further Education 
Staff having input to current and new policies and procedures 
Staff completing regular internal surveys 
Raising the profile of the Section at every opportunity 
The BMT and other Department Managers congratulating staff at every opportunity on 
a job well done 
Assessing, and granting where appropriate, requests from staff to go job-share or 
participate in the Council's flexible working hours scheme 
Review the way in which we deliver our benefits service and investigate other 
methods of staff working patterns including mobile working and working from home 

3L 
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1 SECTION 12 -.MONITORING AND REPORTING 

12.1 The Business Plan will be monitored regularly at the fortnightly Benefits Management Team, 
(BMT), meetings. The Plan will also be monitored by the Housing Finance and 
Administration Manager at the monthly performance meetings held with the BMT. 

12.2 Regular updates of the Plan will be provided to the Senior Management Team, (SMT), of the 
Housing and Property Services Department as part of their performance review process, 
and, an annual update will be supplied to the Housing and Technical Services Committee. 

Summary 

See above. 

\ 
\ 
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Appendix I 
BENEFITS VISION STATEMENT 

Our aim is to be a Housing and Council Tax Benefits provider who is transparent and 
accountable and who can deliver the efficient, modern service that the residents of 
North Lanarkshire Council deserve. We will promote and support social inclusion, by 
making sure we meet the needs of our customers, regardless of race, background, 
employment or financial status. 

SETTING OUR OBJECTIVES 

Our aim is to: 

- Provide safe and secure administration of Housing & Council Tax Benefits 
- Strive for continuous improvement 
- Prevent backlogs I 

- Deliver a transparent and accountable service 
- Communicate plans to, and recognise the impact on, stakeholders 
- Meet all relevant National Performance Standards and local targets 
- Introduce efficiency savings and value for money improvements 

PLANNING TO ACHIEVE THOSE OBJECTIVES 

We will: 

- Plan for changes in Housing & Council Tax Benefit legislation 
- Prioritise objectives to make best use of our resources 
- Plan for continuous improvement in service by setting targets and objectives 
- Update the business continuity plan to take account of any relevant changes 
- Plan for peaks and troughs in workload and resource availability 

REPORTING AND MONITORING OUR PERFORMANCE 

We will: 

- Set local targets that work alongside the National Performance Standards 
- Communicate performance targets to stakeholders 
- Publish our performance in relation to these targets in local offices and on our web site 
- Reflect targets in work programmes 

LOOKING FORWARD 

We will continue to: 

- Embrace change in a professional and efficient manner 
- Promote and support social inclusion 
- Provide a customer-focused, modern and efficient service 
- Process information with speed and accuracy and reduce the risk of error and fraud 
- Maximise benefit entitlement and promote take-up 
- Be accessible to all residents of North Lanarkshire regardless of race or ethnic origin 
- Investigate potential fraud and take app 229 ' ite action, where proven 
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1. INTRODUCTION 

1 .I The purpose of this document is to set out a Training Plan for the Benefits Section for 
the 12 month period from 1 January 2005 to 31 December 2005. 

2. BACKGROUND 

2.1 Through effective training and development initiatives, the department aims to ensure that 
staff are fully equipped with the skills and knowledge they require to carry out their 
responsibilities. 

\ 2.2 There are changes in the administrative process that will take place in April 2005 and staff 
will require to be trained to deal with these. 

3. EMPLOYEE DEVELOPMENT PROCESS (EDP) 

3.1 The EDP continues to be reviewed and evolved to meet the needs of the department 

4. KEY PRIORITIES 

4.1 Training for the new legislative changes will take first priority but other areas will continue to 
be developed. 

4.2 It is intended that a comprehensive training programme for new staff be implemented. 

4.3 The Authority is part of a successful Help Fund bid to DWP, by all 32 Scottish Local 
Authorities, to enable Benefit Staff access to the SVQ scheme in order to obtain a 
qualification in Housing & Council Tax Benefits administration. There is a rolling programme 
of commencement, with the course lasting approximately one year. Five staff began the 
course in November 2004 and a further five will commence in March 2005 and so on. The 
Department will provide support by allowing one half day per week to be set aside for study 
time and regular contact as required with the course Assessor. 

5. BENEFIT PROCEDURES 

5.1 The Corporate Training Manual has been amended to reflect the changes for Interventions, 
Backdating and also includes details on the Freedom of Information Scotland Act. The 
Procedure Manual will continue to be updated as and when required due to changes in 
legislation, software or procedures and staff will be issued with any amendments made. 
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5.2 Other Welfare Benefits 

All new staff will continue to receive basic training from a Social Work Welfare Rights Officer 
on other welfare benefits. 

5.3 Overpayments 

Refresher training on overpayments will be done to ensure staff are fully aware of and are 
using the correct procedures. 

The Overpayment Team will continue to undergo training in relation to debt recovery as new 
policies and procedures are developed. 

5.4 Appeals \ 

Refresher training on Appeals will be done to ensure staff are fully aware of and are using 
the correct legislation and procedures when making Decisions or Supersessions. 

5.5 Remote Access Terminal 

The Remote Access Terminals, located in various offices and used for confirmation of receipt 
of state benefits, will be replaced this year. Staff will now be able to access this information 
via a desktop icon on their own PC. Comprehensive training will be given to the relevant 
staff. 

6. IT TRAINING 

6.1 Civica continue to provide new software as and when legislative changes occur. A 
combination of in-house and Civica training will be provided when required. 

6.2 PC Applications 

Training on Microsoft Office, Excel and Word courses will be offered at beginner, 
intermediate and advanced levels. 

6.3 Data Protection/Computer Misuse Act 

Training will continue to be provided to all new staff on these important issues. 

7. MANAGEMENT TRAINING 

7.1 Departmental Management Programme 

It is anticipated that two Assistant Benefit Managers will undergo the SLAM training this year. 
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7.2 Institute of Line Management 

Two Team Leaders will complete the ILM award this year. 

8. COUNTER FRAUD TRAINING 

8.1 Remote Access Terminals 

Training will be rolled out to relevant new staff as required. 

8.2 Verification Framework Ahareness 

Training will continue to be provided for all new members of staff in benefits and First Stop 
Shops. Refresher courses will also be provided where necessary. 

8.3 Professionalism in Security (PINS) 

All VF Officers are undergoing PINS training. Several Fraud Officers are now undergoing 
advanced PINS training. 

8.4 Fraud Awareness 

Training will continue to be provided for all new members of staff in benefits. Refresher 
courses will also be provided where necessary. 

9. OTHER TRAINING 

9.1 Induction 

The departmental induction programme will be attended by all new starts within the first four 
months of their appointment. 

Team Leaders will continue to provide a local induction programme for all new staff to 
compliment the departmental programme. 

9.2 Further Education courses on computing and the IRRV Benefits Technician course are being 
undertaken by some staff. 

9.3 Freedom of Information Scotland Act 

Staff have been given a briefing on this Act and as noted in Section 5.1, information has 
been added to the Benefits Procedure Manual. 
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10. ROTATIONAL OFFICE CLOSURE 

The office closures will continue to provide valuable time for staff training and development. 

A training schedule for benefit staff covering the period January 2005 to June 2005 is set out 
at Appendix A. 

11. TEAM BRIEFING 

Regular team briefings will be done to ensure staff are updated on policy decisions, 
legislative changes, procedural matters, and other departmental/corporate issues. 

Staff will continue to use these sessions to discuss issues affecting their teams and to put 
forward their ideas for impoving the service. 

12. CORPORATE TRAINING INITIATIVES 

The corporate training calendar is available via the lntranet and all staff members have 
access to this. Training requests are co-ordinated by the Quality & Development section and 
logged on their database before being submitted to Support Services. 

13. FINANCIAL RESOURCES 

External training costs will be financed from the following budgets (2005/2006): 
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Appendix 2a 

13 April 

20 April 

Motherwell Rent Arrears Procedures Housing Services 
Cum bernauldlKilsythlMoodiesburn The Big +Awareness Christine Bayfield 

BellshillNiewpark Rent Arrears Procedures Housing Services 
Airdrie The Big +Awareness Christine Bayfield 

12 January VFlFraud Strathclyde Pension Fund George Mclver 
124 Main Sff195 Main St Women’s Aid Video Team Leader 

Motherwell 
Cum bernauldlKilsythlMoodies burn 

Strathclyde Pension Fund 
Women’s Aid 

George Mclver 
Anne Scott 

19 January 

I I I 

I I I 
26 January BellshillNiewpark Strathclyde Pension Fund George Mclver I I I Alrdrie Women’s Aid Anne Scott I 
02 February WishawlShotts Strathclyde Pension Fund George Mclver 

Private Women’s Aid Anne Scott 

VFlFraud 
124 Main Sffl95Main St 

Women’s Aid 
Strathclyde Pension Fund 

Anne Scott 
George Mclver 

9 February 

16 February Motherwell Women’s Aid Anne Scott 
CumbernauldlKilsythlMoodies burn Strathclyde Pension Fund George Mclver 

23 February BellshillNiewpark 
Alrdrie 

Team Briefing 
Strathclyde Pension Fund 

Team Leader 
George Mclver 

I I I 
I I I 

02 March WishawlShotts Team Briefing Team Leader 
Private Strathclyde Pension Fund George Mclver 

VFlFraud 
124Main StH95 Main St 

The Big +Awareness 
Rent Arrears Procedures 

9 March Christine Bayfield 
Housing Servlces 

I I 

I I 
The Big +Awareness 

Team Briefing 
16 March Christine Bayfield 

Team Leader 
Motherwell 

CumbernauldlKilsythlMoodiesburn 

BellshillNiewpark 
Airdrie 

The Big +Awareness 
Rent Arrears Procedures 

Christine Bayfield 
Houslng Services 

23 March 

30 March WishawlShotts The Big +Awareness Christine Bayfield 
Private Team Briefing Team Leader 

VFlFraud 
124 Main Sff195 Main Stare now 

having Big + 04 May 

Team Briefing 
The Big +Awareness 

Team Briefing 

Team Leader 
Christine Bayfield 

Team Leader 

6 April 

WishawlShotts 
Private 

Rent Arrears Procedures 
The Big +Awareness 

Housing Services 
The Big + 

27April 

VFlFraud 
124 Main Sff 
195 Main St 

Team Briefing 
Team Briefing 235 Big+ 

Team Leader 
Team Leader 

Christine Bayfield 

4 May 

I I 



9€Z 

va1 

r vel 

repeal weal 
Jepeai weal 



Appendix 3 

i i 11661 

237 



. 

BENEFITS PERFORMANCE MARCH 2005 

PERFORMANCE COUNClLlPRlVATE IYEAR TO DATEITARGET I CUSTOMER CARE IYEAR TO DATE FRAUD 
I I I I I 

YEAR TO DATEITARGET 
I 

I I I I I I I I I 
I 

I I 1 I I I I I Nil lNet Cost -Budget I 
I !Net Cm4 -Pmlrwlnd I -224 I 



x 

4 The average time (days) taken to process 
notifications of changes of circumstances 

Appendix 5 

5 3 5 

17. Monitoring Performance 

The percentage of renewal claims 
processed on time 

The percentage of cases for which the 

calculated 
amount of benefit due was correctly 

Progress towards the implementation of the actions set out in the Service Improvement Plan is 
reported to the Housing and Technical Services Committee on a quarterly basis to ensure the 
Department is achieving its targets and objectives and contributing to the Council's priorities and 
themes detailed in the Corporate Plan. The Service Improve Plan, however, progress reports will 
now be submitted on a six monthly timescale. 

aa NIA NIA NIL 

100% 99% 99% 99% 

The Council's Performance Plan includes the 73 performance indicators used to compare 
performance across Scottish Local Authorities. The indicators pertinent to this Department are 
listed below. 

The overall gross administration cost ( f )  
per council tax or housing benefit I f32.07 I f32.50 1 f32.19 I f33.50 I 
The average time (days) taken to process 
new claims 
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Appendix 6 

INE 
uo. 

I 
2 
3 
4 
5 
6 

7 
8 
9 
10 

11 
12 
13 
14 

15 
16 
17 
18 
I 9  
20 
21 
22 
23 
24 

25 

26 

27 

28 

- 
29 

NORTH LANARKSHIRE COUNCIL 

ESTIMATE OF EXPENDITURE AND INCOME FOR THE YEAR ENDING 31st MARCH 2006 

HOUSlNGlCOUNClL TAX BENEFITS 

EXPENDITURE 

EMPLOYEE COSTS 
Salaries - APT & C Staff 
Superannuation -APT & C Staff 
National Insurance - APT & C Staff 
Pension Increase 
Staff €ye Tests 

SUPPLIES AND SERVICES 
Furniture & Fittings\ 
UniformslProtective ‘Clothing 
Computer Software and licensing 

TRANSPORT AND PLANT 
Car Allowances 
Deficit on Car Leasing 
Other Transport Costs 

ADMINISTRATION COSTS 
Printing and Stationery 
Telephones 
Postages 
Other Employee Subsistence 
Staff Training 
Insurance (Other than Property and Transport) 
Advertising 
Departmental Recharges 
Other Administration Costs 

APPORTIONED EXPENSES 

HOUSING BENEFITS REBATES 

HOUSING BENEFITS ALLOWANCES 

COUNCIL TAX BENEFIT 

Total Expenditure 

(3) 

MOVEMENTS 

f 
70,761 
55,188 
12,390 
3,126 

57 

723 

723 

45,583 

1,845,325 

766,949 

190,646 

2,395,727 

Appendix iii 
NORTH LANARKSHIRE COUNCIL 

ESTIMATE OF EXPENDITURE AND INCOME FOR TH 240, ENDING 31st MARCH 2006 
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HOUSlNGlCOUNClL TAX BENEFITS 

INCOME 

INCOME 
Other 
Rent Rebates 
Rent Allowances 
Council Tax Rebates 
DWP Administration Subsidy 

Total Income 

Gross Expenditure blf 

Net Expenditure 

(3) 

MOVEMENTS 

2,475,628 

1,845,325 
766,949 
190,646 
54,000 

2,475,628 

2,395,727 

79,901 
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Appendix 7 

Benefits Section 

Staffing Structure 

Benefits Manager I PO12 

Fraud 
Manager 

PO2 w 
P w I 

I 
I 

Team Leader Team Leader 
Fraud Verfflcatlon 

Framework 
AP314 AP34 

Assigtant Benefits 
Manager 

Private Sector 
PO2 

Private Sector 

Senior Assistant 
Benefits Manager 

, , 

Assistant Benefits 
Manager 

Area Teams 

Team Leader 
Central Admlnistrathm 

a Overpayments 

I 

I I 
Benefit Officers Benefit Officers 

Central Overpayments 
Administration APIl2 

x 9 112 AP112 x 3  x 3  

Clerical Assistant Clerical Assistant m r  
-1 Denotes Changes 

GSll2 

Clerical Asslstant Clerical Assigtant mrl  Senior Clerk 

GS112 

Senior Clerk 

GS112 



BUSINESS PLAN 2004/05 

Section 

1. Introduction 

2. Objectives 

MONITORING 

Description of Business Plan Action Point 

The Business Plan will be updated annually, or more offen if 
radical changes are introduced, and will continue to be linked 
to the Council's main strategic policies 

The Benefits Vision Statement has been widely promoted by 
being placed in all Benefits offices' public areas for current 
and potential customers, in addition to being publicised to 
other stakeholders, (see Appendix 1) 

SLA's will be updated annually between North Lanarkshire 
Council's Benefits Section and its stakeholders 

Areas of weaknesses emanating from the Best Value Service 
Review will be identified, and an action plan produced to 
address these areas of weakness 

Action 

2005/06 Benefits Business Plan 
presented to Housing and 
Technical Services Committee on 
26 May 2005 

The Benefits Vision Statement has 
been widely promoted in all Area 
Offices and on the Benefits Web 
Site. The 2004/05 Vision 
Statement has been superseded 
by a new Vision Statement going 
to the Housing and Technical 
Services Committee on 26 May 
2005 

SLA's have been updated 
annually 

The Best Value Service Review 
has not as yet been completed 
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3. Background 

4. Organisation 

Working closely with other partners/stakeholders 

Using management information to identify areas of low take- 
up and publicise Housing Benefit and Council Tax Benefit 
in/at these areas 

Continuing to develop the web page to publicise benefits 

By producing literature and information in Plain English 

Reception and interviewing facilities are first class 
, _, 

All Benefits offices are accessible to all residents of North 
Lanarkshire 

Opening hours are conducive to our customers 

Telephone access hours are conducive to our customers 

The Benefits Section continues to 
be involved in partnership working 
with all stakeholders 

Take-up has increased due to 
management identifying areas of 
low take-up 

The web page is updated 
regularly, and now contains a Web 
based calculator to assist new and 
existing customers calculate a 
notional Housing and Council Tax 
Benefit 

New leaflets, determination letters 
and notices have been introduced 
in the last year 

FSS receptions continue to be 
upgraded and improved 

All Benefits offices, (apart from 
Headquarters at 124 Main Street, 
which is not open to the public), 
are accessible to all residents of 
NLC and have disabled access 

Offices are open 39% hours per 
week 

Telephone callers can access staff 
either direct or by answer phone 
out of business hours 

i:\sandra\Business Plan 2004 05 Monitoring . 



4. Organisation (contd) 

5. Strategic Links 

6. Service Improvements 

Staffing resources are adequate at each service area 

Decision letters are easy to understand 

Large print forms are available for our visually impaired 
customers 

To ensure the Priority Tasks and Key Actions are being 
met/progressed in line with timescales, regular monitoring will 
be underfaken by the Housing Finance/Administration 
Manager, and, bi-annual updates of the Service Improvement 
Plan supplied to the Housing and Technical Services 
Committee 

Monitor feedback from all stakeholders through the regular 
meetings and SLA's 
, , 

Monitor feedback from Customer Surveys 

Monitor feedback from Staff Surveys 

Staffing resources are regularly 
monitored and bolstered at every 
service area when required 

Decision letters are constantly 
reviewed and altered where 
necessary 

Large print forms are available on 
request 

Key Action Priority Tasks are 
monitored quarterly by the 
Housing Finance/Admin Manager, 
and bi-annual updates of the 
Service Improvement Plan 
presented to the Housing and 
Tec h n ica I Services Com m ittee 

SLA's are regularly monitored in 
accordance with the guidelines 
laid down 

The Benefits Section is in the 
process of issuing its own specific 
Customer Survey. Results of last 
year's survey were extremely 
encouraging 

The Benefits Section has now had 
the results of its second Staff 
Survey, and will implement 
pertinent feedback 
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6. Service Improvements 
(contd) 

7. Staff Training 

8. Policies and 
Procedures 

Monitor the Action Plan emanating from improvements 
recognised through the Best Value Service Review 

Monitor Key Actions from the Service Improvement Plan 

The EDP process and feedback 

Individual requests 

Legislative changes 

SoLare  changes 
, 

The current plans will be updated regularly to ensure they are 
kept up-to-date in regard to new procedures, new legislation, 
content of associated plans, etc. 

The Benefits Section will produce other Policies and 
Procedures, which are relevant to the administration of 
benefits, and these will also be updated on a regular basis 

The Best Value Service Review 
has not yet been completed 

Key Action points in the Service 
Improvement Plan are monitored 
by the Housing Finance/Admin 
Manager on a quarterly basis 

kdividud Line Managers put 
forward training suggestions 
emanating from EDP's to the 
Benefits Management Team, 
(BMT) 

Individual requests are considered 
by the BMT 

Legislative changes are assessed 
and appropriate training arranged 

Training by the software supplier 
is commissioned when extensive 
changes to the software system 
are implemented 

All plans have been scrutinised 
and updated where necessary 

New Policies and Procedures 
have been written and introduced, 
some going to the Housing and 
Technical Services Committee for 
a p prova I 
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9. Performance 

10. Resource Analysis 

Work towards improving its SPl's 

Work towards improving its performance as published by the 
D WP through their National Statistics 

Work towards achieving standard in all 7 modules of the 
National Performance Standards, and introducing new 
policies and procedures if necessary to achieve this aim 

Set its own Local Targets, (See Appendix 5 for 2004/05 
targets) 

, 
.., 

Benchmark against other LA'S through the CIPFA 
Benchmarking Club, to provide comparisons of performance 

The Benefits Section will liaise closely with the Finance 
Deparfment to monitor budgets and funding streams to 
ensure the Section is complying with the budgeting process 
and provides comforf to its stakeholders that best value is 
being sought in all areas. 

All SPl's, apart from Gross Admin 
Cost per case), have improved 
over the last year 

NLC was in the top quartile for 
each of the 6 DWP indicators for 
2003/04 and each of the 5 DWP 
indicators for 2004/05 

New National Performance 
Standards were issued in April 
2005 replace the 7 modules 
previously in place. Assessment 
of the new standards to be 
undertaken 

The Benefits Section continues to 
set challenging annual Local 
Targets. The 2004/05 Targets 
were all exceeded, (Gross Admin 
Cost per case still to be finalised) 

The Benefits Section 
benchmarked itself against 1 16 
other members of the CIPFA 
benchmarking club and the results 
confirmed the section is a top 
performer 

Four weekly budgeting control has 
been conducted throughout 
2004/05 in conjunction with the 
Finance Department 

i:\sandra\Business Plan 2004 05 Monitoring 
4 



w 
P 
00 

11. Human Resource 
Analysis 

All new staff attending the 3 stage induction process 

All staff having access to the Benefits Procedure Manual and 
other relevant Policies and Procedures 

Staff receiving the appropriate training to develop their 
effectiveness/skills 

Staff having access to appropriate Further Education 

Staff having input to current and new policies and procedures 

Staff completing regular internal surveys 

Raising the profile of the Section at every opportunity 
, 

/ 

The BMT and other Department Managers congratulating staff 
at every opportunity on a job well done 

Induction process has been 
followed for all new staff 

Staff are given updates as and 
when required 

See Appendix 3 Training Courses 
attended 

All applications for relevant benefit 
related courses are accepted 

Staff feedback is presented to the 
Benefits Management Team 
through their Line Managers 

Internal survey forms are 
scrutinised for training feedback 

Various press releases through 
the Corporate Communications 
Team have been released over 
the past year 

Benefits Newsletters have carried 
congratulatory messages over the 
past year. E-mail messages of 
congratulations have also been 
issued 
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