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1. Purpose of Report 

1.1 To advise members on the current position on KLOEs. 

 

2. Recommendations 
 It is recommended that the Committee: 
2.1 Note the contents of the report 

 
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. Background, Issues and findings  

3.1 Background 

3.1.1 As part of the Audit Commission Comprehensive Area Assessment (CAA) each Authority 
has to complete a set of standards as set out in the KLOEs and which feeds into each 
authorities CAA.  The KLOEs are based around each Authority’s performance and 
require evidence to show how policies and processes are built around the customers’ 
needs and requirements.  

 

3.1.2 CAA good practice requires authorities to work in partnerships to provide improved 
service and efficiency.  

3.1.3   Evidence must be provided to show that authorities consider people, not services, 
and these values must be seen to inform the organisation to help reduce poverty, 
worklessness and homelessness.   

3.1.4   The Audit Commission will give each authority three months’ notice of an inspection. 

3.2 Issues 

3.2.1 All ARP policies have been reviewed and take into account the KLOE requirements.  
Regular meetings are being held between ARP and representatives of each of the 
partner authorities to ensure that the authorities are aware of the work they need to 
undertake from the benefits perspective.  Policy officers for each authority have been 
contacted and they must feed requirements to relevant staff in their individual authorities. 

 

3.2.2    There is a requirement that benefits (ARP) customers are regularly surveyed.  These 
surveys will be sent out to customers but will also be available at all council access 
points.               

             Authorities must be able to show that they have responded to the requirements 
resulting from these survey forms.  

3.2.3    A regular focus group would also help inform the KLOEs and such a group will be set 
up for the autumn.  Evidence of communicating and reacting to benefit customers’ 
needs must be provided.  

             ARP currently have regular meetings with stakeholders such as Registered Social 



Landlords, Advice agencies and Government departments etc. 

3.2.4    It is essential that customers can access information from their first point of contact, 
whether this is in offices, over the phone or electronically.  The authorities must 
ensure that staff are fully equipped to answer as many customer queries at first 
contact.   

3.3       Findings 

3.3.5   Of the authorities already assessed, none has scored above a ‘fair service’ with 
‘uncertain prospects for improvement’.  The majority have scored poor.  Authorities 
that have scored fair have common themes which include service availability for 
those who work full time, specialist officers who provide comprehensive welfare 
benefit advice, clear published standards and promises to the customer and employ 
regular mystery shoppers.   

            The services address needs designed totally around customer and stakeholder 
needs. 

3.3.6 Initial findings from authorities that have been audited on these new requirements 
show that authorities must strive to pay benefits as quickly as possible, looking for 
reasons to pay, rather than why not.  Authorities must have a clear plan to deliver 
value for money – but the reports already undertaken show this does not mean doing 
things cheaply or as a result of dogmatic cost cutting.  The service must be 
evidenced as customer centric with a clear vision. 

 Benefits must be central to the authorities’ provision of service with service users’ 
involvement in design and improvement and with Members’ involvement in 
prioritising the benefits service. 

3.4 Options 

3.4.1 To note the report  

3.5 Reasons for Recommendation(s) 

3.5.1 To ensure that members of the Joint Committee are aware of the KLOEs that are 
affected by Benefits, as provided by the partnership. 

3.6.1    To ensure that members of the Joint Committee are aware of the links between the 
work undertaken within the partnership and how that must be informed by the 
authorities’ strategies and the needs of the customer. 

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 The Council priorities should include reference to the requirements within the 
KLOEs. 

8. Ward/Community Affected 

8.1 All within partner authorities 
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