AU 270510

ITEM 8
AUDIT COMMISSION BENEFITS SERVICE INSPECTION
LEAD OFFICER: Keith Parker, Acting Corporafe Director (Quality of Life)
REPORT AUTHOR: Jane Salt, Acting Head of Leisure and Environmental Services
and Head of Customer Services
Summary: To present the Audit Commission’s findings from the Benefits

Service Inspection and the Council’s action plan in response to
the recommendations.

Recommendation: That Members consider the findings of the Audit Commission
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report and note the Council’s action plan to deliver improvements.

INTRODUCTION

The inspection was carried out by the Audit Commission under section 10 of the Local
Government Act 1998 and reflects the principles from the Government’'s Policy on
Inspection of Public Services (July 2003). The inspection was designed to:-

Focus on public service outcomes from a user perspective;

Help the inspected body improve their performance;

Be proportionate to the risk;

Achieve value for money;

Be independent of the inspected organisation;

Inform the public about the performance of public services; and

Share learning to give a better understanding of performance and encourage rigorous
self-assessment.

The service was assessed against the Key Lines of Enquiry (KLOEs) for assessing
performance of the Benefils service.  The KLOEs can be found on the Audit
Commission’s web site.

KEY FINDINGS

The Executive Summary from the Report extracts the key messages and

recommendations:-

Findings

The Benefits Service at Copeland Borough Council is providing a service rated as “fair”
with “uncertain” prospects for improvement. “Fair” because it has some strengths but
also weaknesses (detailed below). "Uncerfain” prospects because the Service has not
been able to achieve improvements across the rull range of the Service, the plans for
the shared service were still at an early stage and the Council’'s governance and
performance management systems were in need of improvement.
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Copeland is delivering a service that is good in some areas: including speed of
processing new claims and changes in circumstances and making it easy for
customers to get in touch. However, there are weaknesses — especially in the time
taken to deal with appeals and reconsiderations (customer request to have their claim
looked at again} and in engaging with local people and maximising the take-up of
Housing and Council Tax Benefit in the district.

Performance across some key areas of the Service has improved but there are still
important areas that are underperforming. Processing times continue to improve
strongly (Average of 28.1 days in 2007/08. As at end of September 2009, Average of
18.5 days to process a new claim). However, at the time of the inspection, no appeals
had been sent to the Tribunals Service in 2009/10 within the target of 4 weeks and
20% were still waiting to be sent after 3 months.

The Service is not doing enough to make sure that people are claiming Housing and
Council Tax benefit if they are entitled to it. There is no take-up strategy. The Council
cannot demonstrate the effectiveness of its joint work with other benefits services
across Cumbria.

There is only limited engagement and consultation with customers. A small number
have been surveyed on their experience of using the Service overall and a larger more
regular survey has been carried out to measure customer satisfaction when dealing
with the Service face to face or by telephone. However, there is no regular user group
and there are no clear measurable service standards in place. There was a lack of
leaflets giving advice and information in the local offices.

Access fo the service is good. Three offices across the district help people with their
claims and provide information and advice. Waiting times are minimal both in person
and on the telephone. There is a low rate of abandoned felephone calls.

The Service has good arrangements in place for dealing with fraud and error. It deals
efficiently with data matches through the Housing Benefit Matching Service and is
effectively minimising and managing overpayments.

The future plans for the shared service are based on a sound business case and
option appraisal. The proposal inciudes sound financial and workforce plans.

There are, however, limitations in the way the Council operates which will make the
achievement of improvement more difficult and which lead to uncertainty about future
prospects. Governance and performance management arrangements, under the
2009/10 agreement with Carlisle City Council, were weak and the frack record in
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delivery of value for money has been limited. In addition, the Service lacks clear
information on the needs of its community on which to base its performance planning.
However, the partnership working to develop and run the new shared service is
increasing the capacity and resilience of the Benefits Service.

2.1.10 The Council has some capacity to drive the improvements through. Although, as in

2.2

3.0
3.1

3.2

any small organisation undergoing significant change, the challenges are great. Good
use is being made of external expertise to support the development of the shared
service.

Recommendations

The report offers practical recommendations for improvement. These, together with
Management's response, are shown in the detailed Action Plan at Appendix A. These
actions will be recorded on the Covalent performance system and implementation will
be monitored.

CONCLUSION

The Audit Commission report conciudes that, although many improvements have been
made to service delivery — particularly in respect of claim processing time, the Benefits
Service is “fair’ with "uncertain” prospects of improvement,

The recommendations made by the Audit Commission, and Management actions
detailed in the Action Plan at Appendix A, will assist the Council in delivering
continuous improvement.

RECOMMENDATION

It is recommended that Members consider the findings of the Audit Commission report
and note the Council’s action plan to deliver improvements.

List of Appendices: Appendix A - Benefits Inspection Action Plan

List of Backaround Documents: Audit Commission Benefits Service Inspection Report

Officers Consulted: Corporate Team

| O



L

_ bs;om Ayongnd
pueg ﬁocw ew pasbie; mc_u:_oc_
‘uBredweo dn-aye} ajeudoldde

Jabeuepy Jabeuepy n ue YBnouu} paynuap! sjuswRe
sjyeusg diysisupeyd oLOZ2unpe og! Abajens uessial uews|dwi |
_ _ ‘Alanoe dn-aye) :
juof 10} seniunpoddo saube pue :
sofeuepy tabeuely:| ysiiqeisa 0} paynuspl sieuped: 9: Aoud
speusg diysseuped 0102 aunf og pue ssiouabe Jueasas yoeolddy 0wz aw:m:,q oEg :ozm_a_.coo vmmK_mx.\
- “ o "saslaxa
. - Uoneynsuos snonald Guunp mco;mw_cm@‘_ou_.
. pauuspl elep woy Buisue ‘wiepd bﬁc:uo.; pue Jojoes olgnd Jaylo.
ebeuepy 0 Anige Bunosye suopeoyduw | UM Buppom Juiof ybnouyy dn-exey.
diysisupiey 0L0Z ounf og. Em>m_9 Aue Jepisuon  WRURG Buiseasoul Joy sepunioddo
T _ mc_EmEm_QE ncm Buikipuapt - =
e ,. _ "SONIAIOE | pue
.. slepeaT 104 spoylsw ubledwes pue sease %Qs aa e} JO SSPUBANORYS B}
wes | spsusg - 1ebley ‘sieLueq [eyusiod WBIYBIY Jojuour o} sainseaw Buidojsaep .
ebeuepy - seBeuep o} AJIouIne: Ut JJe1s JURADIR. d__._;mv_wﬂmc_w_ﬁ_xwe 104 OB -
sjeuag: . diysiaupeq 0L0Z aunr g\ : doj Buurey dn-axe . puslly | - 3B UMM Appisuodsan Buiubisse o
: A AR S ..conmEhouE_.oEaEmoEmu..
-dn-exe} Jyeuaq asealoul -Buisn Ag.Buituieo Japun
| 0} SOUNLIOAdO SSIIXEUI O} M. v6 seale pue Buiuned aq jou Aew
. JaBeuep - 1obeuepy su0M O} suonesiuebio souped,  CUMIO m:_ncmum.auc: ue buues . -
sjeueg.  diysieupeq 0LOZ 2unp Q| pue ssiouabe WeAs|a. Ajusp) ~om dn..
— — - : ayel 1o Bsﬁw pug sa1ep spndul
: oy Abajens dn axey Jjausg xe.
paJinbal jt wes) ‘puejado) o) oyoads | [1OUNGD- u:m mc_w:oz g'Buidofersp <
SUONEIIUNWWIOD suswagnbal Buissedwiooua : _ ‘yBnosuy
LsBeueyy Jebeury o018 paIeYg JoL ABojens panius ase ajdoad je20| YoIUM.
susueg diysieuned 0L0Z A2y 1§ _ a: -mxm 1 91.0/9H 2siha¢] 9 | memn po a: mv_ﬂ alp asealol] Ly
© " soounosay 3:56; dsay ..9jeq1ebrey | oYEL UoyOY . paiinbey 50_54_ ST , :o_wmvcmEEoomm."

Vv Xid

Ndddv

NV’1d NOILOV a311vV.13d — TIONNOD HONOYOI ANV13d0D
NOILO3dSNI DIAGTS S1IdINTF NOISSINNOD 1ianv




20IAIBG PRIBYS |
afeyoed syl mmohom Aouelsisuon apiaoid
YoM JUs Wby pue Ke anoidwy o1 abexoed
‘rabeue|y JabBeuepy Nom ruawublpy aur AQ pamalaal
sjijeuag diysreuped 0LOZ AInf L - 30 {lim suoREoYROU JO ALEID
solydesBousep
pUB Spasu JaWIoisny
Jabeuepy Jabeuep UMOUD| JoaUl O} sjuaLlalinbal
sjeueg: - diyssouned 010z Ainf oL afenbue] aaneuia)e Alisp
abexoed , : S _
vto_.s Wwawubiy | : _ DOINIBG PBIBYS U IO}
‘JoBeuey JaBeuepy sjUSWBIND3L [[RISAQ JBPISUOD 0)
‘ syeueyg diysssuped 0L0Z 2uny og papIncId SIBIIED] JUBLIND MBINSY |
~ - L1/0L0Z U1INO paitied 3 |
- 0} AR ASAInS Ulyim papnioul
aq (M payuap! sjuswoAordw]
S L - "peaciduwil aq Ued skeains aininy
i Jobeuely | - sobeuep MOy 88s 0] shkaains Bunsixa
s|eUey diysisupe ! 0LOZ 2unf 0 Lol Bjep 10 sIsAjeue asn)
” : o o . osplepugls
I C ,“ BDIAIBS MBIAD] PUB JSPISUOD
Jebeupp i Jabeuepy 0} SWINIOL JUBABISL JSPISUOD
syysusg | . diysiauped 010z Ae LE pue sdnoib eeudosdde Arusp
elep | | _ €102/0102
a0I1n8s ‘pieog - y €LI0L0Z UBld . UB|d 9OIMISS - 8OIAIBS PalBUS
jeuoneledQ Jabeuey | BIIAISS UIUIM PSPNIDULT - SIIBUSE B SDNUBSASY SUL UIYHIM
wiop i diysieuprey 010z dy 0g: sjefiaey pue swiy : sjeble) pue swie soinies dojeaaq]
: ainppuadxa Jo S[BAS] .
o Jayesiay; uo joedw pue aBUBLD BLINIOA |
Jebeuepy laBeuep Apsuenb pue peotases Buunseaw Aq Ajanoe |
sjyeuey diystsuped | a:;mv_mu u6 wwmcméomtm ageneny |

0102 snbny 1Le

"SISWOISNS 10J SUORBILROU "

Jpuaq jo Aueo sy Buinosdw

o - pug ‘sjeuLo)

pue safenbuet oo ur Alliqepeas

" aeyy Bugowoud pue sjeieel Jo.
b___gm__m>m pue abuel sy Buirordu -
S ‘IBIUOD IBLLIOISNY 1O -
seale ssalppe 03 Alessaosu akaym

201MJeS By 0) sabueyd Bupiew pue

w>m<c:m 10 ﬂ_swm._ sy BuisAjeus:
‘BOINIBS.
8 ,_\mcmn SU} 1O SBAIE ||B JSA0D:
sAenins Buunsus pue Buikeans.
jo.poylawl 3y} ‘pekeains ajdoad
10 J2qUINU. 8U} 8SBAIOUI 0} SABAINS
Jewolsna waund Buluaipbusus:
S uoneynsued renbad.
Joj sdnouB sesn jo:asn Bunjew
‘slasn’

BO1AI9S 10} UB|d UOIeDIUNLUILIOD
ucm uoneynsucs e Buidopasp

‘Aorinooe usuwiked

pue sjeadde se yons sessouyeom -
JO-sBaJR JUaLND Ul Bulphjoul joadxa.
. UBD SISLUOISND JBUM JN0 185 AlLESD:
12Uy spepuels eolnes Buidojanep
‘AQ spasu Jawoisno

* 198 Japaq 0} soineg ey ublseq

&
&

- 'seounosay Aqisuodsey

opmn_ uwm._m L

. usyepuonoy|

V XION2ddV

NV'1d NOILLOV d31IvV.L3ad — TIONNOD H2N0YWOd ANV13d0D
NOILLDTdSNI JJIAY3S S1I1d3INIF NOISSININOD 1idny

vmg_:wwm :o_uo< _....

:o_uwv:wEEooomm




yday souzul

G UBD LO. S1LIM OljeLuone

“lebeuey J1 JSPISUOS O] [2A3] SUNLUILIL
SOUBLLIONS : 7 -op sjeldoidde suilsiap o S
“JoBeue)y sebeuepy 0102 PUB S,[10UN0Y Jouped oy syl . B1 1A o". ’
speueg diysieuped Rquades 08 uosiaoad o -ejum aledwon SR U _._o_.MQN d
wdegeoueuy CTTTT | siduio
: sBeue)y  puepdon Joj spug hmn_EEamw mwmo uonadw o bmmh@q
aouBLLIOLS : 1O S1UM SUIULISISP 0} S19PJ0  OAODE] o SAIDBIE1S0D -
Jabeuepy Jebeuep Buipuess uryum sjuawialinbad 84304 E:o._.s #._ _ucw Ew_._mm ww_om :
siousg | diysauped 010z 1snbny 0g : pue suoisiacud Auap| Lo cm:oEu_ Ew>89;8 _mu_bmwo d
I _SISO3\| oy &1 aleL 2sEUM SIUBWABAIBAD
._mmwaﬁ ucm_waw%mzwwﬂocmm 2 wo__._aww 10 Bunum Ajjesnewoine BuLspisuos. . «
Souetlioped | _ HEY } Uit froun - pue ‘BULIONUOL 1S0d pUR
‘Jobeuel Jobeuepy : JaupB UoBa. J0) POUNUSP 300 mocwctobw do nr_wc_ﬁmycmhmwcwt B
speuey.. diysisuped 001LZ AP LE pue eep mocm:totma aiedwon | EwEwm.w:m.E. .n.& eys BuLnsus
. o _ - ‘puads UBIY Jo-soueULIOpsdIBpUN
SAUBUIOUS | com:wano " jo-seo.e Buissaippe pue
Jabeuepy. Jabeuey ﬁmu J0j sdnolb Buplewiyousq | Fyy LmEcocwn 10 SHnsa1 BuisAleue =
s)duUsy diysiauned 010z sunp 0g aendoudde oo Amusp |- _ ‘sooes
Jobeuepy I sanuoyINy mEmcmn_ JEjiLIS Jsulede 500
soUBLLIOND JuBASI9 PUB $301M9S Juiof Joyto | Pue soueuuopad Buppewyousq  «
“iebeuep lebeuepy 1suiebe aledwos pus senEAs _ .. - Rg
SisUSY diysiauped oLOZ dunp 0% o} eyep Buppewyousq URA0 | (IW4A) ABUCLU 1oy anjeA sa0Ldu| |
Jobeuepy lebeuep | S0IAI8G PBIBUS JO) SIB|ED|
sjpueg  diysieuned| - 0L0g 3snbny og. pasiAs] Juswaldul puUe 9siAeQ
, - speou
Jasn 891/ues Jo Buipuesiapun
: | Uo paseq pauluLBIeD Y61 Ao
hmmm:ms_w Jabeuep m 34 ||Im ue(d uoHEDIUNWIWLIOD pue fSuiobuo pue
sjjausg: diyssourey o L0z 1snbny ¢ 7 :o:m“_:mcoo e u,o Eman_mSm.a : oEN ww=m=< .Bwn_ co_ym_ano poaiby
mmo;:omwm 3__5_mcoawmmw S mumo ywm._m ._.f 5 u9Me ] uonoY - e T :o;mv:mEEoomm.

V XIOAN3ddV

NV1d NOILLOV d31Iv13d — TIONNOJ HONOXWOd ANVI3d0D
NOILOIdSNI 30IAES S1I4aN3g NOISSIANOD Liany




sal

JaBeruel

. 81003 Buiyoad siydesPowsp Buisn
. POLJUSDI BIED PUR UOneULIOl

ABnns uo paseq a4 |IM-
‘Buiuueld eoies pasosdwr wody

JobBelepy | SIYBUY PUB SSLUOOIN0 PaUYSp yBiH Ajuold
syyeusg diysieupey 0102 aunr 0g Uim Buoje spasau ApuUnwiwos . 0102 sunp e uons|dwol pealby
"S10[HOUNCO pue
: jusLuebeuew Joes o Auenbal . .
..~ psuodai st aoueuloped Buunsus - «
1ebeuepy JeBeuepy o Bjep uonejnsuo Bupsixs 1 LWMMWMM@%_ Mﬁ M_wmmwmmm_mww :
syjeuUs diysiaupe 102 A woly sjuawasoldu Ajpus . : 5 HES. - ®
Heted HIRWed oSN ”.s_. ' m, il \f P .ﬂcoEmmcmtm BuluoissiuIwod/Bs
L ueno ay) Joddns oy sjuswebuele
. souewanob pue juswebeuew
_ _ _ mocwc.cotoa n@.,o‘_aE_ Buidoppaap -
_ pigog [euonesad( ‘paanbal
Jabeuey Jobeuep L tor pue.pieog aibsjeng 0y SljaUSY PUB SSLLOIING JL}
sjuauayg diysisuied 0L0Z A2l 0F aoueulopad 1o Buguodes 9810y | jo UoIULER JESID © pUB ANUNWILIOD
R UBld 99IA18S _ : i 9} 40 SPaaU 3y} JO Buipuesiepun
Ulyum saesh Jusnbasgns e : Japeq B U0 a0Inles dU
: Joj sjebiey suitussep €L/0L0Z Ueld eoineg ~|. - JOJuswaroidu Jo sueid Buiseq - -
labeuep sebeuepy 0} pasn aoueWlopad | 991A8S PRIBUS UM SBINseaLu » Ag Juswebeuew
sisusyg diysiauned 010z 1udy 08 0L/600Z JO) Bl aouelLIoNod JueAs|aLl SpNioU| ncm mcuccm_a eopes o>an_ o
18010 151 |
09g ‘JebBeuepy
aoURWICHSd | sjeudosdde
‘robeuepy - lobeuepy 0102 9 0} PAUIAAP Ji SHO-BILIM
sjysuag: diysssuped Lmnc._mu,amm 0¢ apewoine oy [eactdde uiglqo
“ paidde
sooinosey Aiiqisucdsey - - - sjeqlebiel - ‘ueNeLuonoy .. peinbayuonoy :o;mvcmEEouww_

V XIAN3ddV

NV7d NOILLOV d3TIVL3a — TIONNOD HONOYOY ANV13d0D
NOILIDZdSNI DIAYEIS S1I43INIF NOISSININOD 1iany




S

pieog |

Auouiny ou3 Uiy eudosdde
se pawsap se paeys |

.:m_I :Auoud
. .-oLoz
..__._n_< Eok_m oﬁo coam_QEoo pov.iby

V XION3ddV

9 0} SjyeUdg P SONUSASY |- - Buptrom diysseuped
jeuonetado UILHIM JLIBS| SUOSS3| D[gRud .« pue ‘aoueuianob
wor Jsbeuep . 0} wea} ewebeuepy sieiodion : vcm awebeuew soueuuoped -
-yBnouuy pasuby | diysisupey 0L0Z AP 1 ucmmmaoo 3y} Jo} Bama € apirold : quswebeuewl
g B ’ U&UC.@EEOO wwmoo._a - T . U0 pue mczombcoo @
Buipiooal pue 0LOzZ A2 | :ephoul pinog petusAosduL
482 uo preog oifeens . 9AUp disy ueo sebueyo s0Ines spoUsq
.mopeys sy 0} papinoad 80IAJ9G palBUg syBUeg B | aU) vJaum sBale DIvadg "seoIMeS
_ g im uonejuawedwil | senusAdy Bl JO uonejuawBiduLl | PUB $BIJIADE 1OUNOY) JaUjo 0} swwelbord
JaBeurpy leBeurpy 20IAI9S paseyg Jo Wodad ! a1 UBNnouy} poLIES] | $20IISS PaIBYS By} j0 uoneuswaldwl Sy
diysiauped diysisuped 0107 judy 4O0E|  9¥epdn ue jey) paaiby SUOsS3) Jo plodal ysiigesT | woly Buiuies) Jo Jejsury aunsug Y|
, 2IESOW SE UYons
._m_..muﬁ:omwm.._Bm..__n_w.:on_w.mm wﬁma Em‘_m Lo use] uonay v@.ivw% :oao<m,... :o;mn:mEEouom

NV'1d NOILOV Q31IvVL3d — TIONNOD HONOYOd ANV13d0D
NOILIFdSNI IOIAYTS S1I43INIF NOISSININOD Liany




