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1. Purpose of Report 

1.1 To provide members with an update on Benefit claim automation and seek approval for 
further Integration. 

 

2. Recommendations 
 It is recommended that the Committee: 
2.1 Note the contents of the report 
2.2 Approves the Telephone claims recording policy. 
2.3    Approves the delegation to the Operational Improvement Board for any subsequent 

changes, in line with other ARP policies. 
 

 
Note:  In preparing this report, due regard has been had to equality of opportunity, 
human rights, prevention of crime and disorder, environmental and risk management 
considerations as appropriate.  Relevant officers have been consulted in relation to any 
legal, financial or human resources implications and comments received are reflected in 
the report. 
 

3. Information, Issues and Options 

3.1 Background 

3.1.1 During 2011/12 the Partnership introduced an assisted claim form service, which 
complemented the existing electronic claim forms.  

 

3.1.2   There has been a strong desire to have further automation in processing Benefits 
claims and to have direct integration within the back office systems. This would 
achieve efficiencies of service and provide a better customer experience. 

3.1.3    In February 2013 the first major integration work was completed and we are now 
able to automate, in part some of the claim forms and have an automatic Benefit 
calculation. 

3.1.4   The second part of the integration relates to telephone claims and the ability to record 
details of the conversation / claim that would be admissible in a court of law. This will 
require dedicated software, which can meet the needs of the partnership. 

3.2       Issues 

3.2.1 Since the introduction of electronic forms and the assisted claims service we have 
processed 10,900 electronic claims. Demand for this service is increasing due to 
good publicity and stakeholder engagement. 

3.2.2  The Integration and automatic updates into the back office are working well in a live 
environment, albeit that this still requires a declaration form to be completed by the 
claimant. 

3.2.3   In order to provide a more streamlined service the Partnership needs to have a 
telephone recording system. This system will capture the conversation and is 
admissible as evidence for any subsequent legal case, relating to the Benefit claim. 
The partnership is currently investigating the options available with our existing 



telephony supplier. 

3.2.4  The policy, as shown in Appendix A has been considered by the Operational 
Improvement Board and subsequently passed through to West Suffolk’s legal team 
to review. The team put forward some suggested changes which have been 
adopted. There were also some questions, related to the telephony system itself, 
which could not be answered until a supplier is chosen.  

3.2.5   It is suggested that because of the further questions raised in 3.2.4 above that 
delegation is given to the Operation Improvement Board to amend this policy, 
dependant upon the telephony system’s capabilities. 

3.3 Options 

3.3.1 To approve the report, delegations and policy, this is shown in Appendix A to this 
report. 

3.3.2 To reject the report, delegations and policy and reconsider the policy at subsequent 
Joint Committees.  

3.4 Reasons for Recommendation(s) 

3.4.1 To enable the Partnership to push ahead with the assisted claims, automatic 
calculation of benefit and integration. This will generate increases in efficiency, 
performance and reduce cost. 

4. Risk and Financial Implications 

4.1 Risk  

4.1.1 None 

4.2 Financial  

4.2.1 None 

5. Legal Implications 

5.1 None 

6. Other Implications    

None. 

7. Alignment to Council Priorities 

7.1 To maximise service standards &n have positive outcomes for our residents. 

8. Ward/Community Affected 

8.1 All within partner authorities 
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