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Purpose 
To provide the Sub-Committee with firther information regarding an aspect of Council 
performance about which concerns were raised at the previous meeting - the cost of 
administering benefit claims. 

Background 
A report entitled Quarterly Performance Review: I999/2000 Quarter 3, presented to the 
Sub-Committee on 24 February 2000, highlighted a number of key aspects of Council 
performance. Among the report's findings, performance in one area was considered to be of 
particular concern - the average cost per case of administering benefits claims. 

This performance indicator (PI) has been a statutory requirement in its present form since the 
beginning of 1998/99 and figures have typically been around or just above the Scottish 
average. However the figure for Quarter 3 of 1999/2000 showed a significant increase to 
258.55 per claim, which is 40% higher than the overall figure for North Lanarkshire for 
1998/99 and about 70% above the Scottish average for that year. 

The Director of Housing and Property Services provided information to explain the 
background to this increase and the actions being taken to address it; and this was included in 
the report to the Sub-Committee on 24 February 2000. A fbrther update on this was sought 
and is reported below. Note that this indicator is very closely linked to the statutory PI which 
measures the rate at which benefits applications are processed and performance in this respect 
is also referred to below. 

3 Update 

3.1 The main contributory factors in the increase in cost per case are: 

0 the introduction of Section 19 of the Social Security (Fraud) Act 1997, which requires 
authorities to see original documents to confirm National Insurance Numbers and proof 
of identity; and, 

the Verification Framework, implemented in North Lanarkshire on 4 October 1999, 
which requires councils to view original documents to support income, capital and 
household composition. 

The additional information required to process Housing Benefit claims has resulted in many 
of the forms which are initially received having to be returned to the applicants for fbrther 
information, thereby increasing the average number of days before the form is processed. 
The increase in administrative work created by the Verification Framework was 
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underestimated and this resulted in processing delays, which consequently led to fewer forms 
being processed in the 3rd quarter. In order to reduce the delays created by the Verification 
Framework, Committee approval has been granted to appoint seven additional clerical staff, 
fimded by the DSS. These additional staff should be in post in April 2000. 

In terms of the relevant computer systems, claims for Housing Benefit and Council Tax 
Benefit were finally merged in February 2000. This now permits ‘single data entry’ 
(previously, the information for each type of benefit had to be input separately) and this in 
turn has had a positive impact on the time taken to process claims. Based on the first two 
months of Quarter 4, it is expected that a considerable improvement in the cost per case 
indicator will be reported for that quarter. 

It should also be noted that the revised staffing structure to support the merger of Council 
Tax Benefit and Housing Benefit, when fblly implemented will result in efficiency savings of 
&200,000. 

3.3 

3.4 

4 Recommendations 
4.1 The Sub-Committee is asked: 

to note the content of the report and in particular the actions taken to address the issues 
underlying this aspect of Council performance. 

Local Government Access to Information Act: for further information about this report, please contact Graham A. Reid, 
Information and Research Manager, on extension 2266. 
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