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SCRUTINY COMMITTEE REPORT

To:  Chair, Ladies and Gentlemen

Performance Report – Customer and Service Support 

1. SUMMARY OF THE REPORT

1.1 The report identifies that outcomes for 2014/15 for Customer & Service Support and Benefits 
were Adequate and were Good for Revenues.

1.2 For 2015/16 the report identifies that outcomes were Adequate for all three areas.  This is 
because;
 Whilst the upward trend in Council Tax collection rates continued in 2015/16 

reaching 96.1% we are still ranked joint 20th in Wales.
 Business Rates ‘in year’ collection reduced by 2.5% in 2015/16 which means we 

now rank joint 14th in Wales when we were 2nd.  This was largely attributable to late 
assessments being added to the valuation list in February and March 2016.  This 
shortfall was collected in April 2016.

 The average time taken to process changes of circumstance forms for Housing 
Benefit improved from 7 days to 4 days so that we are ranked 3rd in Wales when 
we were ranked 15th.  This can be attributed to ongoing automation with the DWP 
via ATLAS (Automated Transfer to Local Authority Systems).

 The average time taken to process new Housing Benefit claims was 25 days, 
which represented an increase of 3 days.  This means we are ranked 17th in 
Wales when we were ranked 15th.  This can be attributed to delays in receiving all 
relevant documents from customers as the process timer starts from initial contact.
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 There is positive customer feedback in a number of areas.

1.3 The report sets out the next steps to improve performance, customer service and reduce 
delivery costs.

2. RECOMMENDATION(S)

2.1. The judgements and evaluations are noted and debated.

3. INTRODUCTION AND BACKGROUND

National Context
3.1. All local authorities in wales are required to secure continuous improvement in the 

exercise of their functions by identifying their own priorities for improvement.  This legal 
requirement is set out in the Local Government (Wales) Measure 2009.

Council Vision
3.2. To strengthen Merthyr Tydfil’s position as the regional centre for the Heads of the 

Valleys, and be a place to be proud of where:

a) People learn and develop skills to fulfil their ambitions
b) People live, work, have a safe, healthy and fulfilled life
c) People visit, enjoy and return

Customer and Service Support 

3.3. Outcome – Customers receive an excellent customer experience and services receive 
efficient and effective support.

"We want to provide services that meet the needs of our customers.”

3.4. We will apply a structured approach to provide the right services at the right time in the 
right way:

 To provide clarity for customers and service departments on available access 
channels and information provision

 Reduce the amount of footfall and telephone calls and to provide a 
comprehensive digital customer service

 Make better use of resources by automating and streamlining processes
 Progress to a more Community Contact Centre approach by strengthening our 

partnership arrangements



3.5. Customer First is Merthyr Tydfil County Borough Council’s overarching approach to its 
contact, engagement and consultation with all of its customers.

3.6. Ultimately, through the Corporate Priorities identified by the Authority, Customer First 
must link to the Council’s Corporate Plan and the Single Integrated Plan

3.7. With the wide range of services provided by the Council, customers won’t necessarily 
always want to use the same access channels to contact us.

3.8. This will vary depending on the type of enquiry. Some things can be reported without 
the need to speak to someone and others will need a conversation.

3.9. The aim is to provide customers with a choice when they contact the Council and this is 
simply when you need to speak to us there will be people available, technology is 
available when you don’t…your choice.

3.10. This Service area covers, Customer Contact Centre, Lifeline, CCTV, Parking and 
Internal Administrative Support to Departments.

Revenues 
3.11. Outcome - To provide the people of Merthyr Tydfil with an efficient and effective 

Revenues Service that maximises Council Tax, Business Rates and Sundry Debt 
income.

3.12. The Revenue Section is responsible for the billing, administration and collection of 
Council Tax, Business Rates and Sundry Debts. The service also has responsibility for 
the billing and collection of Business Improvement District, (BID) payments on behalf of 
the Big Heart of Merthyr BID.  

Benefits 
3.13. Outcome - To provide a seamless customer service that assists claimants with the 

transition to Universal Credit.
3.14. The Benefit Service is responsible for the efficient and accurate assessment and 

payment of benefit.  We assess and pay both Housing Benefit / Council Tax Reduction 
along with Free School Meal entitlements & Clothing Grant awards. The department is 
also responsible for administering the Discretionary Housing Payment Scheme. The 
Benefits Service vision statement is:

•  “To be a high performing and easily accessible benefits service, where the needs of 
our customer come first”



4. WHERE WE WERE
Key Indicators - Customer and Service Support 2014/2015

Merthyr
2014/15 
Wales 

Number of visits (in person) to the Contact Centre 36,355 n/a
Number of calls handled (telephone) in the Contact Centre 163,394 n/a
The percentage of calls abandoned 2.16% n/a
The percentage of Contact Centre customers rating the service as excellent or 
good 86.7% n/a

The percentage of Lifeline customers rating the satisfaction of service as 
excellent 100% n/a

Key Indicators - Benefits 2014/2015
Merthyr

2014/15 
Wales 

The average time taken to process new Housing Benefit claims 22 days 15th
The average time taken to process changes of circumstance for Housing Benefit 7 days 15th
Key Indicators - Revenues 2014/2015

Merthyr
2014/15 
Wales 

The % of Council Tax collected 95.9% 21st
The % of Business Rates collected 99.8% 2nd
The % of Sundry Debts collected 90.3% n/a

Customer and Service Support
4.1. Prior to the opening of the Contact Centre in 2014 customers would have to access 

services in many buildings with no coherent way of telling the Council once.
4.2. Measuring the customer experience and subsequently identifying improvements or best 

practice were limited or departmentalised.
4.3. We needed to establish  some performance measures that were in line with 

recommendations from the Welsh Assembly document ‘Making the Connections – 
Building Better Customer Service’

4.4. Customer feedback is a useful tool to gain an insight into whether service “makes a 
difference” to them. Customer feedback in relation to front line services such as the One 
Stop Shop was very good, with 86.7% rating their customer experience as good or 
excellent in 2014/15 with a 100% satisfaction rate for service quality for Lifeline in 
2013/14 & 2014/15. 

4.5. Only approximately 2% of telephone calls to the Council were abandoned by the 
Customer. 

4.6. Based on the above information outcomes were considered adequate in relation to 
Customer & Service Support.

Revenues
4.7. In 2013/14, collection rates for Council Tax and Business Rates stood at 95.8% & 

98.2% respectively. Both figures were, at that time, the highest collection figures 
achieved in over 10 years.



4.8. For 2014/15, collection rates for Council Tax and Business Rates stood at 95.9% & 
99.8% respectively. Again both figures were, at that time, the highest collection figures 
achieved in over 10 years.

4.9. In 2013/14, the Sundry debt collection rate was 86.2%, which continued the trend for 
improvement achieved over the previous 10 years.

4.10. In 2014/15, the Sundry debt collection rate was 90.32%, which continued the trend for 
improvement achieved over the previous 10 years.

4.11. Based on the above information outcomes were considered good in relation to 
Revenues.

Benefits
4.12. The average time taken to process new Housing Benefit claims for 2013/14 was 22 

days (13th in Wales) against the Department of Work & Pensions (DWP) target of 30 
days. In 2014/15 processing time was still 22 days (15th in Wales), which was in the 
third quartile (adequate) when compared across Wales. 

4.13. The average time taken to process change of circumstances claims, which is the vast 
majority of claims, was 3 days in 2013/14 and was in the top quartile and was the best 
in Wales. The average time taken was 7 days in 2014/15, which is in third quartile 
(adequate) when compared across Wales and we were ranked 15th.

4.14. Based on the above information outcomes were considered adequate in relation to 
Benefits.

5. WHERE WE WANT TO BE

5.1 The targets set take into account previous performance and are either set to maintain or 
improve existing performance

Key Indicators - Customer and Service Support March 2016 March 2017

Number of visits (in person) to the Contact Centre n/a n/a
Number of calls handled (telephone) in the Contact Centre n/a n/a
The percentage of calls abandoned <5% <5%
The percentage of Contact Centre customers rating the service as excellent or 
good 90% 90%

The percentage of Lifeline customers rating the satisfaction of service as 
excellent 100% 100%

Key Indicators - Benefits March 2016 March 2017

The average time taken to process new Housing Benefit claims <22days <22days
The average time taken to process changes of circumstance for Housing Benefit <7days <7days
Key Indicators - Revenues March 2016 March 2017



The % of Council Tax collected 96% 96.1%
The % of Business Rates collected 98.5% 98.5%
The % of Sundry Debts collected 90.5% 90.5%

6. WHERE WE ARE NOW

Reference to Measures
(Full details in Appendix I)

Customer and Service Support
6.1. Customer satisfaction rates in relation to the service they receive is consistently 

between 85% and 86%.
6.2. The volume of contact both telephone and footfall have increased over the year and this 

can be attributed to changes in service area delivery that has resulted in more enquiries 
and or support e.g new waste initiative.

6.3. The downward trends for calls abandoned and processing claims are a combination of 
increased caller demands and reduction of staff in service areas. 

6.4. Based on the above information outcomes were considered adequate in relation to 
Customer & Service Support.

Key Indicators -  Customer and Service Support 2015/16  
Merthyr 

2015/16 
Wales

Number of visits (in person) to the Contact Centre 46,004 n/a
Number of calls handled (telephone) in the Contact Centre 167,594 n/a
The percentage of calls abandoned 4.07% n/a
The percentage of Contact Centre customers rating the service as excellent or 
good 85% n/a

The percentage of Lifeline customers rating the satisfaction of service as 
excellent 100% n/a

Key Indicators -  Customer and Service Support 2015/16  
Merthyr 

2015/16 
Wales

The average time taken to process new Housing Benefit claims 25 days Rank 17
The average time taken to process changes of circumstance for Housing 
Benefit 4 days Rank 3

Key Indicators -  Customer and Service Support 2015/16  
Merthyr 

2015/16 
Wales

The % of Council Tax collected 96.1% Joint 20th
The % of Business Rates collected 97.2% Joint 14th
The % of Sundry Debts collected 85.1% n/a



Revenues
6.5. In March 2016, Council Tax collection rates are at an historic high at 96.1%. This 

compares to the Wales average of 97.2%. The difference can be attributed to 
demographics and the relatively high levels of Council Tax compared to other Welsh 
Authorities.

6.6. In March 2016, Business rates collection was at 97.2%, slightly below the Wales 
average of 97.5%. This can be explained by several large assessments being added to 
the valuation list late in the financial year. The shortfall on the 2015 figure, (2.5%), was 
subsequently collected in April 2016.   

6.7. In March 2016, the Sundry Debt collection rates was 85.1%, which represented a 
reduction in the 2015 collection figure of 5.1%. This can be attributed to several large 
value invoices being raised at year end.

6.8. Based on the above information outcomes were considered adequate in relation to 
Revenues due to unusual year end financial transactions. 

Benefits
6.9. At March 2016, the average time taken to process new Housing Benefit claims was 25 

days, which represented an increase of 3 days. This can be attributed in the main to 
staffing levels within the section having been reduced and in part to delays in receiving 
all relevant documents from a customer as the process timer starts from initial contact.

6.10. At March 2016, the average time taken to process changes of circumstance for Housing 
Benefit improved from 7 days to 4 days. This can be attributed to ongoing automation 
with the DWP via ATLAS (Automated Transfer to Local Authority Systems).

6.11. Based on the above information outcomes were considered adequate in relation to 
Benefits.

7. HOW DID WE GET HERE

Reference to Initiatives
(Full details in Appendix II)

Customer and Service Support
7.1. The driver for change was the Customer First Programme started in 2012
7.2. The programme had three streams of activity:

Self service / Website
• To make maximum use of our website to enable people to help themselves to our 

services
• To provide fast and convenient access to information and our services using the 

internet
Telephone contact



• Provide access to all Merthyr Tydfil County Borough Council services through the 
Customer Contact Centre.

• Every person gets the answers and information they need as quickly as possible.
Face to face contact

• Provide information about and access to all Merthyr Tydfil County Borough Council 
services through the Customer Contact Centre and through local access points 
where achievable.

• As many enquiries will be resolved at the first point of contact in each access point 
as possible.

Revenues
7.3. Increasing the number of telephone calls to Council tax debtors at final notice stage to 

try and increase collection within the resources we have at our disposal
7.4. Investigate the possibility of issuing SMS(Text) reminders as opposed to issuing paper 

copies depending on the costs and benefits of doing so
7.5. Considering whether to recommence court proceedings for non-payment of Council Tax
7.6. Continue to increase court and bailiff income this year effectively making the service 

cost neutral. (Target £660,000)  

Benefits
7.7. Expansion of the ATLAS (Automated Transfer to Local Authority Systems) data from 

DWP.
7.8. An improvement in processes and procedures used within the section in dealing with 

information as it is received.

Revenues Initiatives completed
7.9. Increasing the number of pro –active telephone calls to charge payers prior to 

enforcement action has proved problematical due to the Revenue Assistant post not 
being filled. However, this initiative is being actioned by other staff as and when 
resources allow.

7.10. SMS messaging not practical or cost effective due to high initial software and 
maintenance costs and the additional ongoing costs of each text message sent. 

7.11. Committal cases have resumed and are increasing as resources and available court 
time allow. 

7.12. Income from court and enforcement action is being maximised. Income from court 
action is reliant upon the number of cases proceeding to court over which the Authority 
has no control. The numbers being taken to court is showing a downward trend which 
may be linked to a proportionate increase in Direct Debit take up. In 2015/16, 91% of 
Enforcement cases were retained in house.  



Benefits initiatives completed 

7.7. A full review of all claims has been undertaken over the past 18 months has now 
reached completion and raised additional income for the section due to specific funding 
from DWP.

7.8 Initial review of the services provided by Citizens Advice Bureau has been completed to 
ensure funding is providing for the needs of the community.

7.9 Funding secured from the DWP via agreement until April 2017 to deliver budgeting and 
digital advice to claimants who have made a claim for Universal Credit and require 
additional help.

8. WHAT WE NEED TO DO NEXT

Customer and Service Support New Initiatives

Self Service
8.1. Review all service presence on the website with the objective of identifying self help 

opportunities
8.2. Make on-line transactions and applications a priority for business improvement.
8.3. Redesign services from end to end, where necessary, to maximise the use of new 

technology ensuring access to our services becomes easier for customers and 
efficiency savings are delivered.

8.4. A larger proportion of our business will be transacted through the internet.
8.5. Access to services is provided 24 hours, 7 days a week as far as possible.

Telephone Contact
8.6. Produce a proposed sequence for the handling of enquiries and other aspects of 

service provision by the Customer Contact Centre with the aim of improving customer 
satisfaction and producing efficiency savings. E.g. IVR, Welsh Language response.

8.7. Every person gets the answers and information they need as quickly as possible.
8.8. Our customers are not passed around before their enquiry is answered.
8.9. Establish a single knowledge base so that customers do not have to repeat what they 

have already told us.
8.10. Support and develop well trained staff, supported by integrated systems that provide 

access to comprehensive data and information.

Face to Face
8.11. Bring together support services to provide a more focused approach to improving 

service delivery and efficiency. i.e. specialist advisors.
8.12. Targeting and understanding the needs of those who are unable to access the cheaper 

channels i.e.website, telephone with the aim of improving customer satisfaction and 
producing efficiency savings.



Revenues New Initiatives 
8.13. Evaluate and implement best option for integrated electronic form solution. 
8.14. Increase number of cases taken to court for Committal proceedings.
8.15. Retain maximum amount of Enforcement Agent work in-house.
8.16. Identify and pro-actively write off irrecoverable debt.
8.17. Pilot for introduction of FUNASSET print solution

Benefits New Initiatives 
8.18. Introduction of FUNASSET print solution
8.19. Introduction of web based claim forms for New Claims and Change of Circumstances to 

facilitate a reduction in printing and postage costs within the section
8.20. Working in conjunction with Customer Services to improve the quality of the information 

requested and received in relation to Housing Benefit and Council Tax Reduction 
claims.

8.21. Further evaluation of the effectiveness of the services offered by Citizens Advice in 
relation to the funding provided by Benefits

8.22. Negotiation of new agreements to deliver funded services for claimants on Universal 
Credit working jointly with the DWP.

ELLIS COOPER
DEPUTY CHIEF EXECUTIVE

COUNCILLOR PHIL WILLIAMS
PORTFOLIO: GOVERNANCE AND 

CORPORATE SERVICES

EVIDENCE
Title of Document(s)



Does the report contain any issues that may 
affect the Council’s Constitution? NO



Appendix I Data

TITLE The number of visits to the Contact Centre

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT All 36,355 46,004

TITLE The number of calls handled in the Contact Centre

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT All 163,394 167,594

TITLE The percentage of call abandoned in the Contact Centre

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT 2.16% 4.07% <5%

()

TITLE The percentage of Contact Centre customers rating the service as excellent or 
good

Annual Performance Data Annual Target LA Rank
2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT All 86% 85% 90%



TITLE The percentage of Lifeline customers rating the satisfaction of service as 
excellent

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT All 100% 100% 100%

TITLE The average time taken to process new Housing Benefit claims

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT 22 days 25 days) 22 days

Target <22 days

TITLE The average time taken to process changes of circumstance for Housing 
Benefit

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT 7 days 4 days <7 days

Target <7 days

 

TITLE Council Tax Collection Rate

Annual / Performance Data Annual Target LA Rank
2014/15 2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT 95.9% n/a n/a 95.9% 96.1% 96.1%

WG Target



TITLE Business Rates collection rate

Annual / Performance Data Annual Target LA Rank
2014/15 2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT 99.8 n/a n/a 99.8% 97.2% 98.5%

WG Target

TITLE Sundry Debt collection rate

Annual / Performance Data Annual Target LA Rank
2014/15 2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT n/a n/a 90.3% 85.1% 90.5% n/a

WG Target



Appendix II Projects

PROJECTS Oct 
2015

Jan
2016

Apr
2016

Jul
2016

Oct 
2016

Jan 
2017

Apr 
2017

Jul
2017

Oct
2017

Jan 
2018

Apr 
2018

Jul 
2018

Evaluate and implement best 
option for integrated electronic 
form solution

Increase number of cases 
taken to court for Committal 
proceedings

Retain maximum amount of 
Enforcement Agent work in-
house

Identify and pro-actively write 
off irrecoverable debt

Pilot for introduction of 
FUNASSET print solution



Back

PROJECT (A) Evaluate and implement best option for integrated electronic form 
solution

PROJECT MANAGER Revenues Manager /Customer & Corporate Support Manager

DESCRIPTION Electronic form solution to provide improved customer contact with the 
Authority for Revenues & Benefits and achieve savings through 
reductions in stationary and mailing costs
Option 1 – Northgate; Offer e-form solution with differing levels of 
integration into Northgate and EDM. Additional modules could include 
ebilling, SMS messaging and arrangement monitoring.
Option 2 – Victoria Forms: Offer e-from solution with differing levels of 
integration into Northgate and EDM. Also offer other document libraries 
for other service areas.

SOURCE

EXPECTED BENEFIT(S) Improved Customer contact. Potential long term staff reductions. 
Reduction in mailing and stationary costs.

START DATE 01 April 2016

FINISH DATE 31 July 2017

PROJECT UPDATE ICT in conjunction with Business Change have provided an 
approximation of costings for each solution which are currently being 
evaluated. At the conclusion of this process a decision will be made on 
the preferred option.



Back

PROJECT (B) Increase number of cases taken to court for Committal proceedings

PROJECT MANAGER Revenues Manager

DESCRIPTION After all other recovery avenues have been exhausted, the only 
recourse to the Authority is to apply to the courts for the debtors 
committal to prison. The first test cases for a number of years were 
taken to court in 2015/16. The target for cases taken in 2016/17 is 30.
(The numbers are limited to an extent by court availability). 

SOURCE

EXPECTED BENEFIT(S) Marginal increase in collection rates. Reduction in overall arrears. 
Opportunity to  publicise court action and demonstrate Authorities 
procedures in dealing with persistent debtors.

START DATE 01 April 2016

FINISH DATE 31 March 2017

PROJECT UPDATE Ongoing project throughout year. As at August 2016, 9 cases have 
been taken with 1 individual being committed to prison for 60 days.



Back

PROJECT (C) Retain maximum amount of Enforcement Agent work in-house

PROJECT MANAGER Revenues Manager

DESCRIPTION The fees relating to Enforcement Agent activity are statutory and are 
applicable to both Council Tax, and Business Rates accounts. 
Historically, a high proportion of work was passed to external Agents for 
collection. The appointment of a second Enforcement Agent has 
resulted in the majority of cases being retained in house.
In 2015/16 this amounted to 91% of cases. For 2016/17 all appropriate 
cases will be retained in house. The aim being to increase the 91% 
figure.
It is necessary to retain an external presence to deal with certain ‘out of 
area cases’ and other exceptional circumstances.      

SOURCE

EXPECTED BENEFIT(S) Greater internal control of Enforcement Agent activity. Increase in costs 
generated. Minimise complaints 

START DATE 01st April 2016

FINISH DATE 31st March 2017

PROJECT UPDATE As at August 2016, no cases have been released to external agents. 
The project is ongoing throughout the year. The percentage retained in 
house will be reported upon at year end.



Back

PROJECT (D) Identify and pro-actively write off irrecoverable debt

PROJECT MANAGER Revenues Manager

DESCRIPTION In line with good accounting practices, review and identify those 
irrecoverable cases suitable for write off, concentrating on older, 
inactive debts.

SOURCE

EXPECTED BENEFIT(S) Reduction in overall arrears. Stricter compliance with Financial 
Procedure Rules and Recovery Policy. Free up resources to 
concentrate on current debt recovery. 

START DATE 01st April 2016

FINISH DATE 31st March 2017

PROJECT UPDATE Ongoing project throughout year. First report in 2016 will be presented 
to Cabinet in October, a second report will be produced in March 2017. 

Along with the debts that meet the general write off requirements set 
down in the Council Tax Recovery Policy, these reports will  
concentrate on identifying older, inactive debts.



Back

PROJECT (E) Pilot for introduction of FUNASSET print solution

PROJECT MANAGER Ass’t Revenues Manager

DESCRIPTION In- house automated mail solution. Initially trialled in the Revenues 
Section, to be rolled out corporately at a future date. Pilot go-live date 
06th September 2016. Pilot will include issuing of Council Tax bills and 
refund forms.  

SOURCE

EXPECTED BENEFIT(S) Reduction in processing costs and potential savings in mailing costs.

START DATE 06th September 2016

FINISH DATE July 2017

PROJECT UPDATE Project went live on the 06th September 2016, with the first batches of 
work being electronically passed to the print section.

Back

PROJECT (F) Implementation of FUNASSET mailing solution

PROJECT MANAGER Assistant Benefit Manager

DESCRIPTION In- house automated mail solution to handle day to day benefit mailing 
and bulk mailing of Notification Letters to claimants and landlords

SOURCE

EXPECTED BENEFIT(S) Reduction in processing costs and of ongoing mailing costs

START DATE October 2016

FINISH DATE August 2017

PROJECT UPDATE Pilot with Revenues went live 6th September 2016 and Benefits work will 
be next to be looked at by the implementation team



Back

PROJECT (G) Evaluate and implement best option for integrated electronic form 
solution

PROJECT MANAGER Assistant Benefit Manager/ Customer & Corporate Support Manager

DESCRIPTION Electronic form solution to provide improved customer contact with the 
Authority for Revenues & Benefits and achieve savings through 
reductions in stationary and mailing costs
Option 1 – Northgate; Offer e-form solution with differing levels of 
integration into Northgate and EDM. An additional module to include is 
SMS messaging.
Option 2 – Victoria Forms: Offer e-from solution with differing levels of 
integration into Northgate and EDM. Also offer other document libraries 
for other service areas.

SOURCE

EXPECTED BENEFIT(S) Improved Customer contact. Potential long term staff reductions. 
Reduction in mailing and stationary costs.

START DATE 1st April 2016

FINISH DATE 31st July 2017

PROJECT UPDATE ICT in conjunction with Business Change have provided an 
approximation of costings for each solution which are currently being 
evaluated. At the conclusion of this process a decision will be made on 
the preferred option.

Back

PROJECT (H) Working in conjunction with Customer Services to improve the quality of 
the information requested and received in relation to Housing Benefit 
and Council Tax Reduction claims.

PROJECT MANAGER Welfare Reform Project Officer/Assistant Benefit Manager

DESCRIPTION Investigation into the effectiveness of the current Customer Service 
provision in relation to Housing Benefit and Council Tax Reduction

SOURCE

EXPECTED BENEFIT(S) Potential of staff reductions and improvement of customer services

START DATE 1st September 2016

FINISH DATE 31st August 2017

PROJECT UPDATE Initial data gathering has commenced.
Back



PROJECT (I) Further evaluation of the effectiveness of the services offered by 
Citizens Advice in relation to the funding provided by Benefits

PROJECT MANAGER Welfare Reform Project Officer/Customer and Corporate Support 
Manager

DESCRIPTION Evaluation of the services offered by Citizens Advice 

SOURCE

EXPECTED BENEFIT(S) Potential savings due to reduction or withdrawal of funding

START DATE 1st April 2016

FINISH DATE 31st May 2017

PROJECT UPDATE Quarterly data is now being received from CAB.  Feedback is provided 
to CAB following evaluation

Back

PROJECT (J) Negotiation of new agreements to deliver funded services for claimants 
on Universal Credit working jointly with the DWP.

PROJECT MANAGER Assistant Benefit Manager/Welfare Reform Project Manager

DESCRIPTION DWP funds are available to assist claimants with budgeting and digital 
support.  This funding has been secured up until 31st March 2017 
currently and further discussion and negotiation is taking place to 
secure this funding into the next financial year.

SOURCE

EXPECTED BENEFIT(S) Addition income to support the operation of Benefits

START DATE 1st April 2017

FINISH DATE 31st March 2018

PROJECT UPDATE The current agreement expires on 31st March 2017 and negotiation into 
additional funding for this period is ongoing.  The negotiations for the 
new financial year will commence January 2017


