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1. PURPOSE OF REPORT 
 
This paper is coming to the IJB 
 

For approval  For endorsement  To note  

 
   
 
2. ROUTE TO THE BOARD 

 
This paper has been: 

 

Prepared   Reviewed   Endorsed   

 
By: officers in the Health and Social Care Partnership Core Management Team 

 
3. RECOMMENDATIONS 
 
 
4.  VARIATIONS TO DIRECTIONS? 
 

 
 

 

IJIB - Variation to 
Direction.docx

 
                  

 
5. BACKGROUND/SUMMARY OF KEY ISSUES 
5.1 North Lanarkshire Council’s Financial Inclusion Service provides support and assistance to 

staff about the range of state benefits and assist service users to claim all benefits to which 
they are entitled. The main thrust of all welfare rights work is the maximisation of income 
for individuals, for the Council and for the community as a whole. 
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5.2 The Financial Inclusion Team (First Point of Contact) and Health and Social Care (Access 
Social Work) provide service users and members of the public with advice and assistance on 
a wide variety of benefit-related issues. A full benefits check is offered to all new service 
users. Income maximisation also plays a vital role in longer term Social Work services such as 
Community Care, Children and Families, Justice Services, Mental Health and Addictions. 

 
5.3 Other elements of the service are the within Housing and the MacMillan Advice Service, 

which offers home visits, telephone interviews, office visits and surgeries in local hospitals. 
 
5.4 Over the 2019/20 financial year, the income maximisation work undertaken generated over 

£40m: 
 

Social Work / FIT  £23,486,322  

Housing Services  £13,606,783  

Macmillan Lanarkshire Service  £3,408,294  

Total  £40,501,399  

 
5.5 Every £1 invested in income maximisation during 2019/20 generated £30.88 for residents 

and the local economy.  
 
5.6 The Annual Report for the service was presented to North Lanarkshire Council’s Community 

Empowerment Committee on 24th August 2020 and is attached in Appendix 1.  
 
5.7 In 2016/17, following ever increasing demand, a number of temporary posts were added to 

the service funded through the Scottish Legal Aid Board and Health Improvement, but when 
these funding streams came to an end, an agreement was reached where costs were shared 
between the Integration Joint Board and Housing and Enterprise.  

 
5.8 In total, the Integration Joint Board funds £231k per annum, which to date has been met out 

of reserve funding, despite the posts being permanent. The funding provides: 
 
 25% of 6 x income maximisers = £46,553                 

4 x welfare rights officers = £148,712 
1 x admin officer = £36,115          

 Total = £231,380 
 
5.9 It is proposed that the Integration Joint Board creates a permanent funding arrangement for 

the posts through the 2021/22 budget setting process.  
 
 6. CONCLUSIONS 
6.1 The Annual Report of the Financial Inclusion service highlights the wide range of activity 

undertaken and outcomes for North Lanarkshire residents.  
 
6.2 It is clear that the impact of Covid-19, alongside welfare reform changes mean that it is likely 

that demand for this service will only increase in the months and years ahead. 
 
6.3 While the posts funded in the service are recruited permanently, the Integration Joint Board 

has only been able to meet its share of this through non-recurring reserves funding. It is 
proposed that this should be reviewed as part of the 2021/22 budget setting process to 
create a recurring funding solution.  
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7. IMPLICATIONS 
 
7.1 NATIONAL OUTCOMES 
 The work of the financial inclusion service has a positive impact across all nine health and 

wellbeing outcomes.  
   
 
7.2 ASSOCIATED MEASURE(S) 
  
 
7.3 FINANCIAL 
 
 This paper has been reviewed by Finance: 
 

Yes   No  N/A  

 
7.4 RISK ASSESSMENT/RISK MANAGEMENT  
 The financial inclusion service is not currently on the IJB or service risk registers.  
 
7.5  PEOPLE 
 The financial inclusion service plays a key support role for both staff and service users.  
 
7.6 INEQUALITIES & FAIRER SCOTLAND DUTY  
 
 EQIA Completed & Fairer Scotland Impact Assessment Form Completed:  
 

Yes  No  N/A  

 
  
8. BACKGROUND PAPERS 
  
 
9. APPENDICES 
 
Appendix.1 Annual report  
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CHIEF ACCOUNTABLE OFFICER (or Depute)   
 
Members seeking further information about any aspect of this report, please contact Morag Dendy 
on telephone number 01698 332075. 
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Executive Summary 

 
This report provides details for committee of the income maximisation work carried out by 
the Financial Inclusion Team during 2019/20 which generated £40,501,399 in additional 
benefit income for the residents of North Lanarkshire. 
 
 Also covered within the report is the activity undertaken by the External Services 
commissioned by the Council under the commissioning model which commenced in April 
2018. The External Services generated £8,159,899m in additional benefit income for the 
residents of North Lanarkshire. 
 
The challenges that the Council and partners will face over the next three to four years in 
respect of the impact of the Covid-19 crisis, welfare reform changes as well as the new 
Social Security powers which lie with the Scottish Government, which came into effect in 
2016, are also explored within the report. 

 

Recommendations 

 
The Community Empowerment Committee is asked to: 
 
(1) Note the performance data outlined in section two of this report; and 

 
(2) Remit the report to the Integration Joint Board for information. 
 
 

The Plan for North Lanarkshire 

Priority  Improve the health and wellbeing of our communities 

Ambition statement (11) Increase economic opportunities for adults by understanding, 
identifying, and addressing the causes of poverty and deprivation 
and barriers to financial inclusion 



1. Background 
 

Due to the complexity of the benefits system, general and specialist welfare rights 
services are crucial to individuals and families dependent on benefits.  The Financial 
Inclusion Service provide support and assistance to staff about the range of state 
benefits and assist service users to claim all benefits to which they are entitled. The 
main thrust of all welfare rights work is the maximisation of income for individuals, for 
the Council and for the community as a whole. Given the poverty levels within North 
Lanarkshire, it is important that the Council mobilises its resources to tackle poverty 
amongst service users and in the wider community. 
 
The Financial Inclusion Team (First Point of Contact) and Health and Social Care 
(Access Social Work) provide service users and members of the public with advice 
and assistance on a wide variety of benefit-related issues.  A full benefits check is 
offered to all new service users.  Income maximisation also plays a vital role in longer 
term Social Work services such as Community Care, Children and Families, Justice 
Services, Mental Health and Addictions. 

 
A key role of the Financial Inclusion Team is to support the income maximisation 
service through consultation and guidance for fieldwork staff, representing clients at 
tribunals and hearings, and supporting specialist Social Work services. Successful 
welfare rights intervention, where individuals are awarded extra benefit, frequently 
means that, as a result of increased income, they are better able to manage their 
own affairs and often do not require further social work services. 

 
The Council has succeeded in securing financial contributions from a number of 
partner organisations to help fund programmes aimed at reducing the impact of 
welfare reform.  These additional resources, which to date amount to approximately 
£1.6m, have been used to; enhance capacity to deal with the significant increase in 
demand for representation, training, advice, information and support. 

 
 

 
2. Report 
 
2.1 Income Maximisation 

 
North Lanarkshire Council is the largest local authority landlord in Scotland with c36, 
315 houses.  In addition, the local Registered Social Landlord sector owns and 
manages approximately 9,000 properties.  It is estimated that around 58.5% of social 
tenants are in receipt of Housing Benefit (57.3% in the council housing sector).   
 
Early intervention with income maximisation assists in the prevention of rent arrears 
and the sustainability of tenancies. 

 
Housing advisors provide basic information and advice to vulnerable tenants and 
homeless people, concentrating on housing benefit to ensure people can pay their 
rent.  They receive welfare rights training and are supported by Welfare Rights 
Officers from the Financial Inclusion Team (FIT).  
 

From 1 April 2019 to 31 March 2020, Housing Services generated £13,606,782 in 
benefits for 5,205 new and existing tenants, making 7,639 claims for benefits of 
which 3,554 were claims for Housing, Discretionary Housing and Council Tax benefit 
(which is a direct income for the Council and, in the longer term, contributes to the 
sustainability of tenancies).   

 



Similarly, FIT, together with Health and Social Care completed 16,137 Benefit 
Checks in 2019/20 generating an income to local residents of £22,523,751m, with 
additional financial gains of £962,571, (benefits, charities, and energy suppliers etc.) 
generated via Debt Advisors within the FIT.  

 
The MacMillan Lanarkshire Advice Service is provided by North Lanarkshire Council, 
offering home visits, telephone interviews, office visits and surgeries in local 
hospitals. The FIT manages the service for North Lanarkshire, between 1 April 2019 
and 31 March 2020, there were 943 referrals, of which 491were for DS1500 cases 
(terminally ill) (referrals are down from previous years, due to cancer services 
pausing due to COVID-19), generating £3,408,294m of income for those residents 
affected by cancer.  
 

The table below summarises the income maximisation work undertaken throughout 
the year: 
 

Social Work / FIT £23,486,322 

Housing Services £13,606,783 

Macmillan Lanarkshire Service £3,408,294 

Total £40,501,399 

 
The FIT and Health and Social Care Service generated 62.34% of the Council total, 
with Housing Services making up the remaining 37.66%. In cost/benefit terms, it is 
worth noting that every £1 invested by the Council in income maximisation during 
2019/20 generated £30.88 for residents and the local economy. 
 
The Financial Inclusion Team also received 3,784 referrals from Elected Members, 
MSP’s/MP’s, NHSL and other agencies, for welfare rights advice and information. 

 
2.2 Appeals 
 

Representation is a core element of a Welfare Rights Officer’s work.  During 2019/20, 

Welfare Rights Officers represented at 767 appeals (a decrease on the previous year 

due to DWP and Covid-19). 

 The overall success rate for Social Security Appeal Tribunals by the Financial 
Inclusion Team was 73%, which is an improvement on last year and above the 
national average of 68%.  

 
The Service is committed to providing service users with the best possible 
representation at appeals. To ensure continuous improvement every service user 
represented by North Lanarkshire Council is sent a questionnaire requesting 
feedback on their appeal with regard to: 

 
a) service prior to the appeal – 100% were satisfied with the service prior to the 

appeal; 
b) service during the appeal – 99% strongly agreed or agreed that the service 

they received was professional; and  
c) service after the appeal – 90% of service users were happy with the service 

they received after their appeal, regardless of whether they were successful 
or unsuccessful. 



2.3 Money Advice (Debt)  
 

The FIT received 1060 referrals for Money Advice/Debt Advice during 2019/20 from 
residents, elected members, CABx, Health and Social Care Services, Housing 
Services, NHS Lanarkshire and other Advice and Information agencies. 

 
The FIT dealt with 34 Debt Repayment Programmes which were approved and 40 
Bankruptcies were also awarded. The total debt dealt with was £7,606,882.  

 
The Money Advice, Consumer Advice Project (MACA project) for first and second 
level primary school pupils raises financial awareness in an interactive and enjoyable 
setting. Each session is linked to the curriculum for excellence experiences and 
outcomes. Due to Covid-19, only 334 sessions were held in primary schools in 
2019/20 with 2792 pupils attending. 

 
2.4 Customer Satisfaction 

During 2019/20, customers were asked to identify their satisfaction levels with the 

contact they had with staff.  The following details the satisfaction levels: 

 96.4% were very / fairly satisfied with how well staff did their jobs 

 100% were very / fairly satisfied with staff attitude  

 96.9%  were very / fairly satisfied with staff treated them fairly 

 93.8% were very / fairly satisfied that staff were knowledgeable and informative 
 

100% of customers were very / fairly satisfied with the overall service they received.  

96.4%) said ‘yes’ they would use the service again. 
 

96.6% said ‘yes’ they would recommend the service to others. 
 
2.5 Training 
 

Throughout 2019/20, the FIT has provided, via the Learning and Organisational 

Development Team, 5 five-day training courses to staff within Enterprise and Housing 

and Health and Social Care, including staff from social care providers. Local 

training/briefing sessions were also provided in social work localities, other social 

work teams, Housing Services and Partners, covering updates on benefits, welfare 

reforms and legislation, financial assessments, employment and support allowance, 

Migrant Workers and other welfare benefits-related subjects. 

The FIT maintains and updates online e-learning training packages for the Scottish 

Welfare Fund, Personal Independence Payments and Universal Credit, which are 

available to all council services, elected members and partners via their online 

platforms. 

  



2.6 Legislative/Policy Changes (Welfare Reform) 

 

The full impact of welfare reform is not fully known yet as the reforms are still being 
embedded into the system whilst the number of claimants being migrated from 
legacy benefits on to Universal Credit increases on an ongoing basis.  

 

Full service Universal Credit went live in North Lanarkshire in April 2018 but it will not 
be completed until 2024 or indeed later. DWP data shows that by November 2019 
16,013 households within North Lanarkshire were in receipt of Universal Credit. 

 
The UK Government budget for 2020 introduced some further reforms as set out 

below: 

 

 The end of the benefits freeze from 6 April 2020 

 An increase in the standard amount of Universal Credit for 12 months from April 
2020 in response to Covid-19 

 An increase in the repayment period for Universal Credit advances from 18 months 
to 24 months from October 2021 

 A reduction in the maximum rate at which deductions can be made from a Universal 
Credit award will reduce from 30% to 25% of the standard allowance from October 
2021 

 Universal Credit rollout delayed - the government expects rollout to be complete 
by September 2024. 

 Changes to the duration of high level sanctions – The government is removing 
the 3-year sanction from Universal Credit and Jobseeker’s Allowance, making 26 
weeks the longest duration for a single sanction 

 The Policy and Strategy Committee oversee and monitor the Tackling Poverty 

development work and the Welfare Reform Action Plan, Governance Chart and 

Communications Strategy, as well as the remits and membership of the various work 

streams. 

2.7 Future Work-plan Priorities 

Residents will be migrated to UC full service over the next five years and are expected 
to fully comply with the UC rules as someone not in employment. This means that they 
could be sanctioned and lose their UC payments if they fail to follow their Claimant 
Commitment.  

 
Whilst it is problematic to be absolutely accurate based on DWP information and data 
with regards to Working Tax Credit from HMRC, it is likely that the minimum number 
of residents who will migrate from their current benefits to UC from July 2019 to 2024, 
will be 49,200. Therefore based on all of the above data, nearly 77,000 residents will 
be impacted by Universal Credit and/or other welfare reform changes over the next 5 
years with the majority being Council tenants in receipt of Housing benefit/Council Tax 
Reduction Scheme and/or users of IJB Services.   
 

 
 

  



Scottish Social Security Agency and devolved benefits: 

 

Benefits have been devolved to Scotland and the Scottish Social Security Agency are 

in the process of gradually rolling these out, as detailed below: 

  

New/ Devolved Benefit Planned Implementation Date 

Carers Supplement September 2018 

Best Start Grant (Pregnancy and Baby 

Payment) 

December 2018 

Best Start Grant (Early Years Payment) April 2019 

Best Start Grant (School Age Payment) June 2019 

Best Start Foods August 2019 

Funeral Support Payment September 2019 

Young Carer Grant October 2019 

Job Start Payment Spring 2020 (has been delayed due to 

Covid-19) 

Scottish Child Payment for under 6’s  By the end of this parliamentary term 

(March 2021) 

Disability Assistance for Children & 

Young People 

Summer 2020 

Children who receive the highest care 

component of Disability Assistance 

become entitled to Winter Heating 

Assistance 

By the end of 2020 

Disability Assistance for Working Age 

People 

Early 2021 

Additional payments to carers who look 

after more than one disabled child 

Early 2021 

Disability Assistance for Older People 2021 

Winter Heating Assistance Autumn 2021 

Cold Spell – Heating Assistance  Winter 2021 

Scottish Carer’s Allowance Early 2022 

Employment Injury Assistance Autumn 2022 

Scottish Child Payment for under 16s By the end of 2022 

 

  



Many of these benefits are replacing existing DWP benefits, but with eligibility criteria 

being broadened and payments amounts increased, in addition to a number of brand 

new benefits being created, this is an import raft of reforms which will have an impact 

on the income of the residents of North Lanarkshire. The FIT will continue to maximise 

the income of residents, ensuring to check eligibility for these new benefits and support 

applications where appropriate.  

The FIT team will continue to maximise the income of residents, ensuring to check 
eligibility for these new benefits and support with applications where appropriate,  as 
and  when the Scottish Social Security Agency open applications in accordance with 
the detailed timeline. Scottish Government have published data on the applications for 
Best Start Grant from December 18 – December 2019 and this shows that during this 
period 9320 applications were received from North Lanarkshire, the second highest 
authority in Scotland for the number of applications, after Glasgow City who has 20,145 
applications for the same period.  

 Impact of Covid19 and lockdown 

 

Given the unprecedented nature of the Covid-19 pandemic and the resulting lockdown 

and roadmap to recovery, it is not possible as yet to state how this will impact on 

welfare reform but given that it has been reported that the number of Scottish 

households claiming Universal Credit have soared from 20,000 a month to more than 

110,000 this could have an impact on future decision in relation to welfare reform and 

could also delay the timetabling of anticipated future reforms, as set out above. 

2.8 External Services  
 

The Financial Inclusion Team commissions and monitors the external services and 
has carried out monitoring visits of each Citizen Advice Bureaux as outlined in the 
funding agreement and can provide assurances the that each provider are meeting 
the outcomes agreed in the funding agreement and are providing a quality advice 
and information service in line with the Scottish National Standards for Advice and 
Information Providers, their locality profiles and the Council’s 5 Strategic priorities. 

 
The External Services have had 13,606 welfare rights enquiries, 4,192 Housing 
Advice enquiries with 1,266 referred to other agencies, 7,024 Money Advice 
enquiries with 1,042 referred to other agencies and completed 5,587 Benefit Checks 
in 2019/20 generating benefit income to local residents of £8,159,899m. 

 
In cost/benefit terms, every £1 invested by the Council in External Services during 
2019/20 generated £18.85 for residents and the local economy. 

 
It is important to reaffirm that the Council commissions the External Services to 
provide specific advice and information services (not CAB Services) and that they 
receive other funding from funders, the above information relates only to the 
funding that these External Services receives from the Council. 

 
 

  



3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
 
 The current activity of the FIT, Housing Services and North Lanarkshire Health and 

Social Care Services mitigates the impact of the welfare reform changes within North 
Lanarkshire and meets the requirements of the Fairer Scotland Duty by reducing 
inequalities. 

 
3.2 Equality Impact Assessment  
 
 No groups will be disadvantaged or excluded through the implementation of the 

recommendations of the report. Indeed noting, the recommendations presents an 
opportunity to promote equality and ensure greater access to public services. 

   
 

4. Implications 
 
4.1 Financial Impact 

 
There are no financial impacts. 

   
4.2 HR/Policy/Legislative Impact 
 
 There are no HR/Policy/Legislative impacts. 
   
4.3 Environmental Impact 
 
 There are no environmental impacts 
 
4.4 Risk Impact  
 
 There is a potential impact on the Council’s Corporate Tackling Poverty Risk (which 

is already a high risk), in respect of the Council’s capacity to respond to the 
challenges arising from the Tackling Poverty (Child Poverty), Welfare Reform Act 
2012 and the impact of COVID-19 in terms of Council priorities and services' capacity 
to assist residents of North Lanarkshire, principally those currently in receipt of 
benefits (out of work and in work) and welfare assistance. 

 
 

5. Measures of success 
 
5.1 The Financial Inclusion Team re-applied for a renewal audit from the Scottish 

National Standards for Information and Advice Services in 2019 and was successful 

in both aspects Organisationally and Quality Advice and Information in all areas of 

law for the National Standards for Welfare Benefits and Money Advice. The council 

FIT is currently recognised through this as being the main provider of Type III 

services, in all areas of law for welfare rights and money advice in North Lanarkshire. 

Achieving this accreditation provides assurance to residents that the best possible 

welfare advice is being provided and that the Council is providing the appropriate 

support and assistance in a time of significant welfare assistance change. 

 

5.2 Ensuring and improving the standardised service to all residents and providing a 
sustainable, responsive and effective means of quality advice and support to our 
communities across North Lanarkshire.  



 
6. Supporting documents 
 
6.1 None  
 

 
 
 
 

Lizanne McMurrich 
Head of Communities 


	ITEM 9.1
	ITEM 9.2



