
            
 
 

 
 
 
 
                                                                                          
 
 
 
 

 

                           
 
 
 
 
 
 
 
 
 
 

Performance Report

as at 31st July 2015



 
Benefit news  

Regular liaison meetings have continued throughout this period with Housing 
Associations; this forum provides opportunities to understand impacts for shared 
customers to enable delivery of the best possible service. Welfare Reform continues 
to be a key topic. 

On 14 May the ARP hosted a Universal Credit Social landlords meeting along with 
the DWP, for those areas currently live with UC.

On 20 May we attended a Suffolk Benefit Forum – a wide ranging group of 
Government agency and customer representatives.
   
On the 21 May ARP hosted a Stakeholders meeting with a wide range of partners to 
discuss and update each other on welfare issues affecting our customers, whilst 
learning from each other to help achieve better outcomes.

On the 12 June the ARP attended an Association meeting of the IRRV, where current 
issues and performance is shared with Council’s throughout East Anglia.

On 18 June we attended a Waveney Welfare Rights Group meeting – Employment 
Support Allowance, particularly DWP contract for medical services and Personal 
Independence Payments continue to be key topics.

At the end of July ARP facilitated and hosted further Social landlord meetings in all 
three Counties partnership with the DWP UC teams.

The Initiative with Jobcentre Plus, now they are located in the Mildenhall office, 
continues to work well; CAB are also located in the Mildenhall office, providing 
increased opportunity for good customer service, including debt advice.

Ongoing contact has been held with the Financial Inclusion team within Suffolk 
County Council, where for example, supported accommodation and the claim process 
for DHPs, especially for vulnerable persons, is discussed and opportunities to support 
our customers are identified. 

The ARP Fraud team successfully investigated and prosecuted a claimant resulting in 
a six month suspended sentence for failing to declare earnings, which resulted in his 
tenancy being deemed non-commercial and therefore not eligible for Housing Benefit. 
This related to a period over four years causing overpaid Benefit totalling £20,838. 

Universal Credit is now live for new claims from single working age customers living in 
the Breckland, Forest Heath, St Edmundsbury, Suffolk Coastal & Waveney areas – 
the DWP have now announced East Cambridgeshire and Fenland Council will go live 
early next year; implementation meetings with DWP are planned. So far, the actual 
number of affected customers has been lower than projected by the DWP.

On-line claims continue to increase. In this financial year to 31st July there have been 
1634 new benefit claim forms received on line and comments on the use of the on 
line forms is very positive.

The ARP had successfully made a bid to the DWP on behalf of 139 LA sites to 
develop software to help identify fraud and error cases; following a period of testing 
the software went live nationally in July and is starting to deliver results. 

Benefits performance continues to meet profiled targets and is on course to achieve 
year end targets.
It is noted performance differs for all Councils; Waveney in particular, Suffolk Coastal 
to a lesser extent, have not performed as well, having been affected by staff losses 
and issues with remote access to their dip & workflow system. This has prevented us 
utilising the resilience of wider teams within the partnership; the EDMS project will 
resolve this issue.



Council Tax News

The further recovery team have collected £131,303.63 against further recovery 
actions during the financial year to date, which includes 7.56% (£22,601.71) of the 
cases raised in 2015/16.  An approach has been made to Suffolk, Norfolk and 
Cambridgeshire County Councils for a contribution towards the cost of these officers.

The Council Tax team have been working on joining up processes across the whole 
partnership with regular staff liaison meetings and some processes have now been 
aligned.

A review of all empty homes is being carried out to help maximise the new homes 
bonus.  The review started in June with review forms being sent to all long term 
empty homes, reminders followed in July.  Single person discount reviews will now be 
carried out in-house using data matching software and reviews via The National 
Fraud Initiative will continue.   

The impact of moving to 12 instalments has been reviewed to assess the impact on 
collection profiles across the partnership and is included in the profiling for the 2015-
16 financial year.  These profiles will be kept under review.

The new Enforcement team has been established and the first cases have been 
uploaded into the Enforcement system.  The first Notice of Enforcement letters were 
issued in the week commencing 20 July 2015 and by the 31 July 2015 the team had 
collected £18,911.19 
 

NDR News

The impact of moving to 12 instalments has been reviewed to assess the impact on 
collection profiles across the partnership and is included in the profiling for the 2015-
16 financial year.  These profiles will be kept under review.

The team have started to align processes across all partners.

We shall continue the review of criteria for discretionary rate relief to harmonise 
across the wider partnership. 

HBOP News

Having made real progress on the collection of overpayments with two additional 
members of staff, the Operational Improvement Board have agreed to extend the 2 
temporary contracts. 

The new processes designed by the team have helped the team maintain collection 
levels however; the identification of cases suitable for each recovery option will pick 
up pace again and we will be able to maintain collection and be ready for the 
additional cases expected from the HMRC data matching exercise.

Performance Targets

The recommended performance targets for the 2015-16 year will remain the same 
over the course of the full year, but each quarter will be profiled to reflect the 
expected peaks of work. The quarterly profiling includes the anticipated peak of work 
following the Annual Billing process and the potential impact of a number of 
forthcoming changes and projects, including a conversion of the Document Imaging 
Systems.



Projects

Letter and Bill Designs.

Work on the redesign of letters and bills for Council Tax and Benefits has continued 
using the Pro-Print software and redesigning a shared look and feel of the letters and 
bills consistent across all seven partners in readiness for annual Billing 2016-17.  

Learning and support

One of the Revenues and Benefits Training officers has been facilitating regular 
workshops with the six members of staff to help with their study toward the Level 3 
IRRV professional qualification. Examinations for some of the group were undertaken 
in July 2015.

Website

There were 589 total responses received, of which 299, or 56.03%, state they have 
contacted us within the last 6 months at the time of completing the survey.  

 61.66% of contact has been in respect of Council Tax enquiries
 53.01% of customers used email or online forms to contact us
 69.04% of the people surveyed felt that the information given by a member of 

staff was clear or very clear.
 22.81% of the people who contacted us online found the process 

straightforward or easy
 70.38% of those completing the survey said that they would be most likely to 

contact us using email or online forms in the future

Work is now underway with the creation of a new ARP website, which will be easier to 
navigate for the customer and be primarily a transactional website. The new website 
will enable straight forward and efficient payments of Council Tax, Business Rates 
and Housing Benefit overpayments. Availability of a test Website is scheduled to be 
available during September and a staff focus group will be working with customers in 
developing the functionality and usability of the site.

The website design will incorporate the promotion of the Victoria Forms library for 
accessing electronic forms for both Revenues and Benefits, which clearly has scope 
for expansion of their use with nearly three quarters of survey respondents saying 
they would be most likely to contact us using email or online forms in the future. 

Imaging System (EDMS)

The Waveney District Council procurement section has lead with the process for the 
selection of a single imaging system from the two current suppliers to the seven 
partners of the ARP, Northgate (Information@work) and CIVICA. The decision on 
which of the suppliers will be awarded the ongoing contract will be made by the end 
of September. 
Operational staff have been involved in the evaluation of each of the systems and will 
be scoring from a user point of view.


