
NORTH LANARKSHIRE COUNCIL - SERVICE DELIVERY AND 
PERFORMANCE SCRUTINY PANEL 

(a) Number of claims per 
10,000 population 

(b) Claims value as a 
percentage of revenue 
budget 

REPORT ON ARRANGEMENTS FOR PROCESSING LlTlGATlONllNSURANCE 
CLAIMS 

Quarter I Quarter 2 Quarter 3 

9.69 10.34 9.06 

0.085% 0.121% 0.058% 

1. Introduction 

1.1. On 15 January 2004 the Scrutiny Panel - Service Delivery and 
Performance considered a report by the Chief Executive on the 
quarterly performance review for quarter 2 (July to September), for the 
financial year 2003/2004. 

1.2. During consideration of the report, in relation to the performance 
indicator for litigationlinsurance claims, the Panel noted that the 
number of claims per 10,000 of population amounted to 10.34 for 
Quarter 2. The latest performance indicator statistics are depicted 
below:- 

Litigation Claims 

Indicator 2: The number and value of successful litigation claims 

This indicator has changed considerably and now only measures the 
number of claims per 10,000 of population and value as a percentage 
of the revenue budget. 

1.3. Following discussion, the Scrutiny Panel determined to:- 

investigate the Council’s arrangements for processing 
litigation/insurance claims, and 

identify actions to improve the Council’s performance in this 
respect and make recommendations accordingly. 

The Scrutiny Panel concluded that the number of claims per 10,000 population and the claims 
value as a percentage of revenue budget seemed high and considered that the time taken to 
process the claims by North Lanarkshire Council was below acceptable standards. 
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2. Project Plan of the Review 

2.1. In accordance with the recently agreed procedures for Scrutiny Panel 
Reviews approved by the Policy and Resources Committee, a Project 
Plan was prepared. The Project Plan set out indicative arrangements 
and targets for the conduct of the review. 

2.2. The terms of reference of the Review Group were to consider the 
Council’s arrangements for processing litigation claims, taking account 
0f:- 

corporate administrative arrangements for processing claims; 

performance information; 

any trends in the statistics; 

views of customers and other stakeholders; 

departmental arrangements for dealing with claims; 

details of the practices of other local authorities; 

the views of business/commercial interests e.g. Association of 
British Insurers, Marsh UK Ltd. (Council Claims Handlers), 
Citizens’ Advice Bureau, Law Society of Scotland and CIPFA; 

the views of relevant professional organisations e.g. East and 
West of Scotland Water, Lanarkshire and Greater Glasgow Health 
Boards, and 

the use of alternative methods for processing claims. 

3. Consideration by the Review Group on Insurance/Litigation Claims 

3.1. On 15 January 2004, the Scrutiny Panel agreed to establish a Review 
Group to examine the Council’s arrangements for processing 
litigation/insurance claims. The Review Group subsequently met on 
five occasions between February and July 2004. During this period 
the Group:- 

@ heard presentations and considered reports from the Department 
of Finance ; 

heard presentations and considered reports from the Departments 
of Administration, Housing and Property Services, and Planning 
and Environment; 

considered a report from the Department of Community Services 
with particular regard to the Special Uplift Service; 

met with representatives of the North Lanarkshire Citizens’ Advice 
Bureaux Committee to consider their views on the arrangements; 
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0 met with a representative from Marsh UK Ltd., the Council’s 
Claims Handlers to assess their views on the Council’s process; 

0 received reports from Aberdeen, Dumfries and Galloway, East 
Dunbartonshire and West Lothian Councils on their processes, and 

0 considered the comments of the Law Society of Scotland and the 
Association of British Insurers. 

3.2. The first meeting of the Review Group took place on 17 February 
2004. The Review Group agreed the review Project Plan and heard a 
presentation from Les Moore, Technical Manager in explanation of the 
arrangements for processing insurance/ litigation claims within the 
Department of Finance. 

Arising from the foregoing a number of issues were identified and 
these can be summarised as follows:- 

* the length of time Departments take for requests for information 
and the impact on the performance indicator showing the Council 
taking 360 days to settle a claim against an average of 169 days; 

0 the need to identify areas where performance could be improved; 

the reliability of comparative figures of the Council’s performance 
with other Authorities, and 

0 the identification of “Peer” Authorities where poor performance had 
been identified and addressed. 

3.3. A second meeting of the Review Group took place on 24 March 2004 
at which time the Group heard further from the representatives of the 
Department of Finance and also from the North Lanarkshire Citizens’ 
Advice Bureaux (NLCAB) and Marsh UK Ltd. 

At these meetings a number of matters were raised by the Panel with 
NLCAB and Marsh as to their perception of the claims process and 
these can be summarised as follows:- 

NLCAB 

the number of claim enquiries in North Lanarkshire; 

details of types of complaints received by CABS; 

customer feedback on claims process; 

suggestions for improvement, and 

0 possible abuse of the system or false claims. 

MARSH UK Ltd 

identification of best practice of other Authorities; 
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3.4. 

3.5. 

identification of operational hotspots; 

views on the North Lanarkshire Council’s operation; 

views on the most common type of claim in North Lanarkshire, and 

suggestions for streamlining the process. 

The third meeting of the Review Group took place on 19 April 2004 at 
which time they again heard further from the representatives of the 
Department of Finance. 

Arising from this meeting a number of issues were identified and these 
can be summarised as follows:- 

explanations of the increase of costs of special uplift claims of over 
1 ,OOO% over the period 2002/04 against a reduction in the number 
of uplifts; 

suggestions for streamlining the process; 

arrangements for identifying areas of potential abuse; 

the identification of designated officers in Departments with 
specific responsibilities for dealing with claims; 

possible reasons as to why it takes longer and be more expensive 
to process and settle claims in North Lanarkshire in comparison to 
other local authorities; 

clarification of the role of the Insurance Risk Management Working 
Group; 

expanding the role of the Risk and Insurance Section in handling 
lower value claims; 

the development of a culture of risk awareness in Departments, 
and 

improving the quality of information provided in claim reports from 
Departments. 

The fourth meeting of the Review Group took place on 16 June 2004 
at which time they heard further from the representatives of the 
Department of Finance and from representatives of the Departments 
of Administration, Housing and Property Services and Planning and 
Environment. They also considered comments from the Department 
of Community Services. 

Arising from this meeting a number of issues were identified and these 
can be summarised as follows:- 

* proposals to improve insurance cost recharge arrangements so as 
to improve “ownership” of claims by Departments; 
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the mechanism for measuring performance; 

explanations for the different arrangements in Departments for 
processing claims; 

standardisation of Departmental pro formas etc; 

failure to meet target times for providing responses; 

explanations for the significant reduction in the road damage 
claims consequential upon a pilot scheme being undertaken by the 
Roads Division; 

the number of litigated claims as a percentage of total claims, and 

opportunities to reduce the cost of litigation claims by designating a 
person in Service Departments to undertake initial investigatory 
works to a standard that may be required for litigation. 

3.6. The final meeting of the Review Group involved a visit to the 
Coatbridge First Stop Shop on 20 July 2004 to observe a pilot scheme 
being undertaken on the processing of insurance/litigation claims 
resulting from the business change process and also to hear a further 
presentation on the Council’s arrangements for processing claims. 

The Group heard a presentation by Lauren Anthony, Risk and 
Insurance Manager; Joe Brady, Division Support Manager (North), and 
Raymond Boyd, Senior Housing Officer on the implementation of the 
Housing Department Pilot Project for processing claims and when it 
was reported that the pilot project involved the provision of a dedicated 
resource in that Office for processing claims; the provision of 
enhanced training for staff in dealing with claims; the production of a 
training pack and other standardised information; and the increased 
use of I.T. to improve the management of claims. 

It was concluded that the adoption of this approach appeared to have 
initiated significant operational and performance improvements, 
however, the Group noted that, as yet no rigorous evaluation had 
taken place, and much of the work that was on-going was 
developmental. 

3.7. The Review Group was further advised of the various factors that 
could contribute to delays in processing claims. In summary, these 
were:- 

delays by departments in responding to requests for information on 
the claim: 

reports from departments on claims containing insufficient 
information; 

0 delays in dealing with claims resulting in claimants engaging the 
services of solicitors thereby incurring legal expense and possible 
further delay; 
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lack of “ownership” within departments for claims; 

difficulties in determining whether liability for claims should lie with 
the Council or one of its contractors; 

the numbers of staff involved in processing claims, and 

insufficient preparatory work done at pre litigation stage. 

4. Consultants Review of the Process 

It had earlier been agreed that a cross cutting review of insurance risk 
management should be the subject of a Best Value Service Review for 
2002/2003 so as to assess the performance of the Council in dealing with 
insurance related issues, including the role of risk management in reducing 
the number and cost of insurance claims, and the Council’s performance in 
settling claims. 
Consultants were appointed to undertake this review and over a period of 
months a comprehensive assessment of the Council’s arrangements 
including insurance risk management, arrangements for processing claims, 
the effectiveness of the Council’s insurance advice and strategy, and a review 
of insurance levels was undertaken. 

The review also sought to compare the performance of the Council with 
others and included an evaluation of the claims handling process, an 
assessment of alternative service delivery options, arrangements for litigated 
claims with a comparison against alternative service delivery options, 
arrangements for processing property insurance claims and an assessment of 
the effectiveness of the Council’s insurance strategy and advice. 

In general terms, the Council’s consultants considered that by and large the 
Council’s arrangements reflected best practice and that the handling of 
insurance claims was of a good standard. 

5. Performance Comparison with Other Local Authorities 

Part of the Best Value Service Review included an attempt to compare the 
Council’s performance with those of others so as to identify and stimulate best 
practice. 

The review found that there was a lack of consistent, comparative 
benchmarking information on claims performance and the results of this 
comparison exercise reflected a mix of performance. It identified that in 
comparison with other local authorities the Council’s performance was 
disappointing but did acknowledge that the Risk and Insurance Section 
processed almost twice as many claims per member of staff as other 
Authorities in the sample. The exercise also identified a practice by the 
Council’s claims handler in holding claims open for an extended period 
pending appeal or review and which had contributed to a distortion of the 
figures. Following discussions with the Claims Handlers this practice was 
changed during 2003/04. The exercise also involved a review of risk 
management activity within the Council and recommended that this should 
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play a more prominent role in the Council’s insurance strategy and that there 
should be a greater emphasis on risk management of Council services. 

6. Comparison with Operational Practices of Other Local Authorities 

As part of the review a number of other local authorities and other public 
bodies were consulted as to their practices and operational procedures 
namely, Aberdeen City Council, Dumfries and Galloway Council, East 
Dunbartonshire Council, West Lothian Council and a synopsis of their 
responses received is appended below:- 

Aberdeen City Council 

The process employed by Aberdeen is in many respects similar to that in 
North Lanarkshire and that Council has an average length of time for 
responding to claims (albeit not of settling) of between four and eight weeks. 

The City Council provided details of risk management inspection regimes for 
roads maintenance; footpaths, and elements of housing services and these 
will be circulated to the relevant Departments of the Council so that a 
comparison of the practices can be made and where any improved practices 
can be identified and where necessary adopted. 

Dumfries and Galloway Council 

Claims to Dumfries and Galloway Council requires the completion of an action 
report form, with the collation of all relevant information and evidence from 
service Departments being transmitted to the Council’s Insurance Services 
Division. Thereafter all matters pertaining to claims are passed to external 
Claims Handlers and to all intents and purposes all further action is 
undertaken by them. Indeed should the matter progress to litigation external 
Solicitors are appointed to handle claims on behalf of the Council. 

The Council acknowledge that systems of inspection/maintenance regimes 
play a major part in the Council’s defence of claims. 

East Dunbartonshire Council 

The procedure adopted by East Dunbartonshire reflects much of the practice 
of North Lanarkshire, where the Department of Finance receives the claim 
and co-ordinates the information for the claims handlers. East 
Dunbartonshire has experienced difficulties similar to those in North 
Lanarkshire whereby delays can be encountered where liability for the claims 
may lie not with the Council but with a contractor. 

East Dunbartonshire’s risk management systems include planned periodic 
inspections of highways, bin-emptying and parks. They acknowledge that 
more use of IT could improve the speed with which claims are processed. 
Greater risk management could also improve the process by reducing the 
number of claims. 
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West Lothian Council 

West Lothian Council does not provide application forms to clients who intend 
to claim against the Council and claimants are asked to write to the Council 
providing full details of the circumstances of any claim. 

That Council has a Risk and Insurance Unit which has a co-ordinating role for 
the claims and has as a performance standard a target of two working days to 
respond to correspondence. Notwithstanding the foregoing for housing and 
highway public liability claims, pro forma investigation forms are used and 
staff are trained to identify the information required by insurers to enable staff 
to negotiate claims quickly. 

The Council has numerous inspection and maintenance regimes in place as a 
standard part of the Council’s risk management strategy. 

The Council uses a comprehensive computerised claims management 
system and the information provided acts as a key component in the Council’s 
Risk Management Strategy and which in turn is used extensively to inform 
and monitor risk controlled decisions. 

The comparison of inter-authority practices confirmed that by and large the operations adopted 
by differing Councils shared many common practices. 

7. Consultation with Other Stakeholders 

The Review Group agreed that consultation should take place with a number 
of external stakeholders and as indicated previously contact was made with 
the North Lanarkshire Citizens Advice Bureaux Committee, the Council’s 
appointed claims handlers, Marsh UK. The Citizens’ Advice Bureau raised 
further points and contact was also made with the Association of British 
Insurers and The Law Society of Scotland and a synopsis of their views is 
appended below:- 

7.1. The CAB advised that the type of issues raised by clients ranged from 
falls in the street to flooding damage. The CAB indicated that 
difficulties could arise as undernoted:- 

* a complex system with a lot of buck passing; 

confusion where a contractor was involved; 

forms difficult and not readily accessible, and 

0 clients being redirected between agencies. 

The CAB indicated the improvements to the system could include:- 

* a step by step guide; 

the Council administering claims against sub-contractors; 
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better explanations to clients about procedures, and 

access to reports. 

7.2. Association of British Insurers 

The AB1 were unable to offer specific advice on claims processes but 
confirmed that they were working with the Department of Works and 
Pensions to examine how liability claims could be settled on a less 
adversarial basis. In this respect the DWP were currently developing 
pilot schemes to explore the settlement process and to identify 
mechanisms by which it would become more efficient. 

7.3. The Law Society of Scotland 

The Society acknowledged that there had been a significant increase 
in the number of claims against various public and private bodies 
including local authorities and provided some views for this as 
undernoted:- 

0 the development of “a compensation culture” in society principally 
due to the influences of North American insurers and consumer 
developments; 

a reluctance by many individuals to accept responsibilities for their 
own actings or failings; 

the growth of compensatory/accident claim firms who are not 
subject to any form of regulatory regime, and 

0 a reluctance by the courts to throw out spurious litigations. 

8. Current Position 

Both the number of claims and the percentage of the revenue budget are 
down on quarter 1 last year when the Scrutiny Panel first became aware of 
the poor standards. 

The number and value of successful litigation claims has remained static in 
quarter 3, has risen slightly in quarter4 and has subsequently fallen in 
quarter 1 for 2004/2005:- 

I:\REP\LITINSCL.LCB.DOC 9 



_ _ _ _  . . .  - -. _I -- 
Claims as a percentage of the rewnue budget 

I 

_. 0.1w , 

9. Proposals 

The Scrutiny Panel is asked to consider the following proposals:- 

(i) Proposals to Reduce in time taken to settle claims 

Consider the use of dedicated members of staff in service departments 
with responsibility for dealing with claims 

Assess current IT systems, including the streamlining of processes to 
improve standardisation and the transmission of information between 
Departments 

Review and standardise procedures for the content, compilation and 
submission of reports with strict deadlines for response to the Risk & 
Insurance section/claims handlers. This will enable them and the 
Council’s legal advisers to take a timely and informed view on claims and 
enable consistent performance measurement 

Compile a comprehensive training pack for those staff in Departments 
who deal with claims referred to them by the Risk & Insurance Section 

Determine appropriate performance measures to compare performance of 
the Council over time and where possible with other organisations 

Review the mechanism for performance measurement for insurance 
claims including the need for inclusion of public holidays and weekends in 
the measuring process 

(ii) Proposals to Increase Insurance Risk Management commitment and 
awareness across the Council 

Improve the awareness of Departments and Elected Members on 
Insurance arrangements and claims processes through training for 
Members and Officers. 

Develop a Code of Practice for in-house claims handling 
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(iii) Proposals to Focus Risk Management Action 

0 Identify claims clusters/hot spots in order that intensified risk management 
measures can be taken to reduce the number of claims from problem 
areas. 

review the recording mechanisms in the Customer Contact Centre and 
arrangements for special uplifts with a view to better monitoring and 
assessment of uplift claims 

(iv) Proposals to Review Insurance recharge mechanism 

0 Review the mechanism for departmental recharge of insurance costs to 
enhance ownership of the Risk Management and claims process 

(v) Proposals to Improve the Interface Between the Council and its 
Customers 

assess the arrangements between the Council’s Customer Contact 
Centre and the Risk & Insurance Team to determine whether increased 
opening hours would provide a better service to the public 

0 to regularly review the claim form and information pack provided to 
claimants so as to improve the quality of information initially submitted to 
the Council 

The Panel‘received excellent co-operation from the Department of Finance and from 
those other Departments and Agencies with which it consulted and appreciated the 
level of information detail provided. The review covered a wide area and Members’ 
efforts were greatly assisted by the clarity of the information explaining the process. 

10. Action Plan 

An Action Plan has been drawn up to identify the key actions the authority 
could pursue to continue to improve its performance in relation to the 
processing of insurance/litigation claims, and this is attached as an Appendix 
to this report. 

11. Recommendation 

That the Scrutiny Panel consider the aforementioned and recommend 
accordingly to the Policy and Resources Committee. 

Should any Member require further information please contact Tom Gaffney on 
302342 or Linda Brownlie on 302484. 

I:\REP\LITINSCL.LCB.DOC 11 



APPENDIX 

SERVICE DELIVERY AND PERFORMANCE SCRUTINY PANEL 
TO BE REPORTED QUARTERLY TO THE POLICY AND RESOURCES (FINANCE) 

SU B-COM M ITTEE 

Project 
(i) Reduce Time Taken to Settle 

Claims 

Consider use of dedicated staff 
members in depts 

Assess IT systems 

Review and standardise operational 
practices and procedures 

Compilation of training pack 

Determine appropriate PIS 

Review criteria for performance 
measurement for insurance claims 

(ii) Improve Insurance Risk 
Management Awareness 

Improve awareness of departments 
and Elected members 

0 Develop code of practice for in- 
house claims handling 

(iii) Focussed Risk Management 
Action 

0 Identify claims clusters/hot spots 

0 Consider recording mechanisms 
and identify if there are any 
particular problems in relation to the 
special uplift service 

Mechanism 
(iv) Review Insurance Recharge 

Review of charging mechanism to 
departments 

(v) Proposals to Improve the 
Interface between the Council 
and its customers 
Assess the arrangements between 
the Council’s Customer Contact 
Centre and the Risk Insurance 
Team 

Timescale 

Sep 05 

Sep 05 

Sep 05 

Sep 05 

Sep 05 

Sep 05 

Feb 06 

Feb 06 

Sep 05 

Sep 05 

Sep 05 

Sep 05 

Resoonsibilitv 

Director of Finance to 
assume chief responsibility in 
association with Directors 

Director of Finance to 
assume chief responsibility in 
association with Directors 

Director of Finance to 
assume chief responsibility in 
association with Directors 

Director of Finance 

Director of Finance 

Director of Finance 

Director of Finance 

Director of Finance 

Director of Finance 

Director of Community 
Services 

Director of Finance 

Director of Finance to 
assume chief responsibility in 
association with Assistant 
Chief Executive (Community 
Regeneration) 

Comments1 
Proaress 
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