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	WHO SHOULD READ
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	SUBJECT

	Proposals for the Right Time and Right Benefit performance indicators to be included in the Performance Framework from April 2008


Guidance Manual

The information in this circular does not affect the HB/CTB Guidance Manual.
Queries
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· want extra copies of this circular/copies of previous circulars, they can be found on the website at www.dwp.gov.uk/hbctb

· have any queries about the 
· distribution of this circular, contact
 
Corporate Document Services Ltd Orderline

Tel: 0113 399 4040

Fax: 0113 399 4205

Email: orderline@cds.co.uk
· content of this circular, contact
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Tel: 020 7712 2310


Email: valerie.hunt@dwp.gsi.gov.uk
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Consultation on the Right Time and Right Benefit performance indicators
Introduction

1
We are issuing this circular to all Local Authorities (LAs) to give you the opportunity to comment, via your respective Local Authority Associations (LAAs), on our proposals for two Housing Benefit (HB) and Council Tax Benefit (CTB) performance indicators.

2
Our intention is that these two indicators, which cover processing times and reductions in fraud and error, should be included in the national indicator set for the new Performance Framework which will be introduced by Communities and Local Government (CLG) from April 2008.
3
Your comments should be sent to your LAA representative by 28 September 2007. The LAA contact details are at paragraph 22.
The new Performance Framework for Local Government in England
4
The Government’s White Paper Strong and prosperous communities (October 2006) acknowledged the ‘radical improvements’ LAs have delivered. It argued for a ‘better balance’ between national and local priorities, including a ‘drastic reduction in national performance indicators’. 

5
Work, led by CLG, is now being progressed to deliver the new Performance Framework from April 2008 including
· the replacement of Best Value performance indicators with a suite of around 200 key performance indicators to cover all Local Government services

· improvements to the arrangements for external assessment and inspection. This will include the Audit Commission taking on responsibility for inspection of Benefits’ Services from the Benefit Fraud Inspectorate
6
The Performance Framework will also allow up to 35 local improvement targets, using the 200 performance indicators but excluding statutory educational targets, to be set in Local Area Agreements.


Arrangements for Scotland and Wales
7
The Performance Framework will only apply to England but we are discussing our proposals with Audit Scotland, the Accounts Commission and the Welsh Assembly Government.

8
In Scotland, the Accounts Commission’s 2007 statutory performance indicator consultation paper proposes that the new national indicators being developed by DWP for benefits administration should be introduced in Scotland. In addition the Commission intends to retain its indicator relating to the gross administration cost per case.
9
In Wales a new performance measurement framework for local government was introduced two years ago. The framework only contains performance indicators that apply to the functions and services provided by LAs and is subject to an annual consultation. The Welsh Assembly Government has indicated that they will wish to replicate any benefits administration performance indicators set for English LAs in the Welsh framework.

10
We would therefore appreciate comments on the proposed indicators from the Scottish and Welsh LAAs.

HB/CTB Performance Framework
11
In response to the White Paper we have carried out a review of the HB/CTB Best Value performance indicators and the other performance measures included in the HB/CTB Performance Standards.

12
In order to reduce the overall number of indicators, we have identified that our key priorities for HB/CTB delivery are
· improvements in processing times, and 

· a reduction in fraud and error
13
Therefore, we are currently discussing with CLG the inclusion of the following proposed indicators for HB/CTB in the suite of 200 national indicators
· Right Time performance indicator which would measure average processing times for new claims and changes of circumstances

· Right Benefit performance indicator which would be based on the current performance measure 10 (PM10) in the HB/CTB Performance Standards subject to a review of its operation later this year
14
The proposed indicators support key outcomes
· a reduction in poverty and worklessness
· value for money for the taxpayer through providing an efficient and secure benefits administration protected against fraud and error

15
The Right Time and Right Benefit performance indicators are described in detail in Appendix A and Appendix B respectively.
16
We are not proposing national targets for these indicators but will have further discussions with the LAAs about levels of performance.

17
The remaining performance measures and Best Value indicators in the HB/CTB Performance Standards will be dropped as from April 2008.
Future of the HB/CTB Performance Standards under the new Performance Framework 

18
Self-assessments against the HB/CTB Performance Standards have provided the basis for inspection by the Benefit Fraud Inspectorate (BFI) and have informed scores for the Audit Commission’s Comprehensive Performance Assessment of English LAs.
19
From April 2008, the Audit Commission will use its own methodology and key lines of enquiry for their assessment and inspection activity. Similarly, Audit Scotland and the Wales Audit Office will be responsible for inspection of Benefits Services in Scotland and Wales.
20
In view of these new arrangements we are discussing with the LAAs and the audit bodies how the Performance Standards can best continue to support the delivery of effective and efficient benefits’ administration.
Next steps
21
CLG is working with departments to reach agreement on the indicators to be included in the national suite of up to 200 with a view to conducting its own consultation in the autumn on the arrangements for April 2008 and beyond.

Comments on the proposed Right Time and Right Benefit performance indicators
22
If you wish to comment on the proposals in this consultation circular you should write to your representative by 28 September 2007
· Local Government Association – contact Frank Newton 

Email: franknewton@hurstingstone.plus.com

Tel: 0776 610 5711
· Association of London Government – contact Ian McIntyre 

Email: Ian.McIntyre@alg.gov.uk
· Convention of Scottish Local Authorities – contact Peter Meehan

Email: pgmeehan@blueyonder.co.uk

Tel: 01698 713370
· Welsh Local Government Association – contact Dave Brown

Email: dave.brown@wlga.gov.uk
CLG Performance Framework: Proposed Right Time performance indicator for HB and CTB administration
Introduction
1
The proposed new indicator is intended to
· be easy to administer by combining new claims and changes
· include the majority of decisions on changes to benefit entitlement
· create a level playing field by including all rent increases rather than giving an advantage to LAs who have transferred their housing stock
· treat changes which are notified together as one change event so that assessors do not have to decide if changes should be counted singly or as associated changes
Proposed measure
2
The average time in calendar days taken to process all new claims and change events in HB and CTB

Example

An authority processes 1,000 new claims and 2,000 change events in a quarter and these take 48,000 days to process. The average processing time for that authority would be 48,000/3,000 = 16 days.
Definitions

Claim to HB/CTB


A claim means an effective or defective claim made
· on a paper claim form approved for the purpose and provided free of charge by the LA or DWP, eg 

· HCTB1

· HCTB1(PC)

· HBRR1

· via an LA input document received through the Customer Management System

· on an electronic claim form approved for the purpose and provided free of charge by the LA
· by tele-claim

· in a form otherwise acceptable to the LA
Change event

A change event means any notification received during the course of a benefit award (and other than as part of or in the course of the making of a new claim) from the customer or third party which leads to a superseding decision on a claim. A notification can be received
· in writing

· by Electronic Transfer of data from Jobcentre Plus or The Pension Service

· via the Housing Benefit Matching Service

· electronically 
· by telephone

· during the course of a visit or interview including video links

· as part of a fraud investigation 

· following contact initiated by the LA, eg a diary date, intervention

Include all changes except
· automatic uprating of the HB/CTB applicable amounts and social security benefits

· annual Council Tax increases

· decisions to terminate a claim following a period of suspension because the customer has failed to respond to an intervention by the LA
Start date


The date the claim or change notification was received (at the designated office)
· electronically

· date stamped at post opening or at a reception point

· during the course of an interview or visit
· recorded as made or notified over the telephone


For changes notified following an intervention by the LA the start date should be the date that the customer initially responds to the request for information.


Exceptions (as now)

· Advance claims – the Treat As Made date determined by the LA
· Council Tax payable not known due to late valuation – the date the Council Tax payable is notified to the benefits section

· Advance notifications of change of circumstances – the date the change takes effect
Completion date


The completion date is the date a
· decision is made on a new claim 

· superseding decision is made following the notification of a change
Days taken to process


We would continue with the current arrangements and use calendar days rather than working days. There are variations in Bank Holidays throughout Great Britain and LAs have differing practices in office opening hours, for example, some close down over the Christmas period others do not. Using calendar days puts all LAs on an equal footing. 
Data collection


Data required to measure processing times is collected by the HBSD/IAD 100% scan.

CLG Performance Framework: Proposed Right Benefit performance indicator for HB and CTB administration
Introduction 
1
We are proposing to base the Right Benefit performance indicator on the current PM10 of the HB/CTB Performance Standards subject to a review of its operation later this year. The indicator gives LAs scope to decide how best to reduce fraud and error in their own caseloads by identifying as many claims as possible where entitlement has gone down. LAs that are successful at encouraging customers to report changes of circumstance on time will receive credit for this. Each LA will have its own target. Currently, monthly extract for the Housing Benefit Matching Service are used to measure the volumes of reductions.
The proposed measure
2
The proposed measure would be the annual number of reductions in benefit entitlement.
Definitions for PM10

What counts as a reduction?
3
Reductions in current benefit entitlement resulting from any activity will be counted. This includes
· processing changes of circumstance reported by customers
· processing changes of circumstance reported by landlords

· actioning ETDs received from Jobcentre Plus

· actioning ETDs received from The Pension Service

· resolving data matches from HBMS

· predictive scans from HBMS or equivalent reports from your own computer systems

· other one-off scans from HBMS or equivalent reports from your own computer systems

· carrying out full reviews (interventions)

· carrying out partial reviews (checking individual components only, such as earnings or non-dependants)

·  undertaking LA or joint visits

· investigating fraud referrals

· terminations at the end of entitlement will count

· reductions in CTB resulting from a reduction in Council Tax liability, such as a discount or exemption
What does not count as a reduction?
· The suspension of a benefit claim, for example while supporting evidence is sought. If an existing claim does not appear on one month’s HBMS extract, but re-appears the following month with the same (or increased) amount of benefit entitlement, we will assume that it was suspended, and it will not be counted as a reduction
· An overpayment which only affects a period in the past

· A notional reduction that may be recorded when a claim is rejected following pre-payment checks
· Bulk rent reductions, eg from Registered Social Landlords (RSL) or LAs ‘negotiating’ with landlords to remove ineligible housing costs from HB assessments

Further information
4
Further information on the operation of the current measure can be found at http://www.dwp.gov.uk/housingbenefit/secure/fraud-error.asp






