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Questions we need o answer

1, Whatis the intent of each measure?

2, For sach acivly are we!
a Expanding existing acivity?
b, Broadening the scope of existing acthity?
¢, Implementing new activity?

3. Where are we now: .
8, Whatls the cument FTE ‘eamed' for sach activity?
b. Whatis the current supply for each acfivity?
¢. What is the {unfunded?) gap?

5. What are the design/ change implications?

6, What would ittake to achieve Excellence Plan levels (*What nesds fo be tnue')?

v Are these the right questions, what else?

v Dowe have the right people to answer these questions, who else?

* What are the next steps?
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What is the DWP Excellence Plan

DWP has hundreds o thousands o mteracuons with customers every week, senving some of the most
vilnerable i societ, and provides that support with 2 high evef o overal safisfacion in 2017118, 18, 84%

were satisfied with the service DWWP provided).

However, we know thal serious mistakes and errors happen which, although they occur mfrequently,
can have consequences on people’s lives.

- The DWP Excellence Plan s focused on getting it ight, firsttime where we can, learning from
our experierices When we don't and developing an environment of continuous improvement,

Delivering this plan wil hel create an envitonment where our senvices ar:

Safe - avoiding harm fincluding negative outcomes] o our customers s they interact with our $6IVices
Eifective - high performing senvdoss, delivring polcy intent and saisfying customers needs n a

effective and efficient way
Customer-focused - defivering what customers need in a fimely, compassionate fo and fa:r way

Depariment for Work & Pensions



What is the DWP'ExceIIence Plan

" 3 buiding blocks:

]

AR

Getting it Right Fi_rs; Time:

v Extra investment in our
decision making
capabilty, empowering
decision makers t
consider a broader range
of evidence when making
entitlement decisions

 Develop strong
relationships with local
partnership organisafions
to provids joined up'
support for the most
Vulneradle,

Preventativel Pro-active
targeted support:

v Extra Visifing Offcers to
conduct additional
safeguarding and other
‘nreventative' visits

o Additional e foral
colleagues o signpost
customers to specialist
support

v Testing a new approach
to identfying customers
who may have additions!
heads

Learning and iinproVing
from our experience;

* Infroduce a Serious Case
Panel, with independent
membership, clear

- accountabilties and
robust processes o
improve outcomes

+ Strengthen our Infemal
Process Review process,
developing our capabifty
and capacly to identfy,
examine and leam from
customer cases

v Develop effective
foedback loops forrapd

learning and improvement

 DeptnenorWork Pensons



What is the DWP Excellence Plar

4
y

Excellence Plan as a
gystem

Getting t right,
frstime.

Preventing
Serious problems
ocsurdng

Organisational \
[ learning&
mprovement

: Customer and

Capadyo
Improveyia DWP
Ficelence Plan

O
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What are we buy|n97

Measure o Aﬂmm 83
Discretionary Housing Payments [DHPY) ) } £40m ing fenced,
ICP Support for Schools o9
AW for Supported intern'shiEs 35
Work and Skills igital framework “Examine a place” 8 108 ——
SR - £30m tofund a range
Future Sef-Employment Offe 16 of measures
, T (individually
iﬁgresswn coaches .1.2 ] announced
Homelessness Support 29 19 r—
Armed Forces Champion 48 | 137
UC Migration Support 10
A Migraton upport B y |
Deciion Making - " ) | £36m to improve
- decision making,
L&ddltionaISupportfor customers wi hcomplex needs 20 safequarding and
**** learning
Signposting Plus - Proof of Concept 0 89
Safeguarding - Safety and Support' y Covered In further
. ~ ‘ depth on the
CustomerExpeuence-learnangﬂrganisatlon W J following slide
Total | f106m | 1268
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What we want to buy - DWP Excellence Plan

b

¥ A, - — o ri———
: : P ‘.-:-'gj‘ S
FEERNRES o R Promsa SR

- BEIGTTOR
E 4 FTE -

R K

Mot StaftCost

Detlsion Making and
additional support for
Claimants

Improving olr Deciﬁion M_akingtapability-Delivering and expanding |
Holistic and Empowered

Addition! supportfor corplex needs {adtional tine for telephony
colleagues aoross producs to identify vunerabilty and refe for an
intervention)

522

£18818.343

H

£ 2,160,000

Safsguarding

pRr N —

Including;

Local safeguarding leaders

Large arrears support and safeguarding

Extra vising offces (including fr large amears support and creating
additionl capacityfor safeguarding vists)

3

£ 50,000 £ 9,345,983

Signposting Plus

Signnosting Plus Trial dentifing, Ieamirig’and testing what works n order
to prevent customers faling into increased vulnerabilty’

T8

£ 1,000,000

Customer Experignce
(learning Organisation)

Inchiing:

Serlots Case Panel (Serlous Case Panel secretaiat and function)
Inceased IPR tea (capabiity and capasity]

Centraliseq Safeguarding Poficy and Dellvery Improvemant team

CE Strategy & Customer Insight

Feedback & Learning e, from customers, collcagues and stakeholders

5

£300,000 | £ 3,434,230

09 £350000 £356405%
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ﬂhat We wan

Overall outcomes:
1, Prevention of serious problems occurring

2. Proactvely delivering support o the most vulnerable
3, Gelting it right, firs e

4. Leaming from our experience and mistakes

5, Increased trust and satisfaction in DWP

|

S

to achigve - Work in Progress

e

Evidencs questons:
1. Bageline available (YN)?

| 1.2 Potential to monitor progress (YIN)?

3. Canwe demonsirate contribution to
outoomes (Y/IN)?

-~ Underpinningoutcomes |~ Measured by,
v Increased qualityof deckion making - Rate of Mandatory Reconsiderations
S—— ¢ Reduced_waitt!mes'fer customers b Pergenta_ge of Appeats {oftotal declions) oy
 Reduction in customer complaints ¢ Customer journey duration
| * Malntainingthe ntegeity of the benefitgateway ~  Level ofFailure demand
! diiio s rtl' 25 0 Ry identific,atlon ofwlnerahiliwl corhp!exne_eds ¢ Volume of nterventions
EO : Wiihcomp'léx - Customers receive large armears payments safely * Reforrals to provision Wy
geds
2,345 1 Understanding howwe can use DWP datatoldentity - Idontifying and testing of potential factors
— customerneeds earle i the customer which an be usedfo uturesegmentation | |
bt Joumey Informing betterrick assessment and future  »  Feedback from partners Y
segmentation ¢ mpact o debt levels, ebour market journey
| L and eferral to providers
12,35 ¢ Improved multhagencyworking b Spead of learance M |
N, | - Reduced waitties or customers - Feodbac from partners LA, NHS s
i b Increased \m_lu_;ne of-‘ef_fective’ visits Poliee) | vly
”Wa," " Improved processes, procedures and polices whichare  » Volume of safeguarding vislts .
uppor robustand evidence fed |
¢ Reduced IPR'S 21/22)
5 - Increased effectivangss of PR b Feadback romstakeholders
Customer « Increasedconfidence o takhoblrsin howwerespond ¢ Contrbuton analysis of IPR/SCP
Eyperence - and ear to serlous cases e, WPSC) teconmendations which are implemented
aming v Reduction n custorer complains (and ICE cases)(rom >~ Speed ofcearance M {IPR Wiy
Oyganisaton 0w ¢ “pre and post” review of investigation quality




Decision Making

et 52

Why do‘we '
want{o do
this?

We wantfo invest more e inour decison making prooess, o ensure thet we get the ight decision,

frst time by ensuring that decision mkers have addiional opportunty to galher almateralgvidence
prior 1o making a decision, whether that is mformatuon held elsewhere across DWP, from the customer

orAssessmenI Provider,

Th;s willimprove publicconfidence, enstring those that ars entiled recaive the ightbenei, whit
maintaining and protecting the ‘henefts gateway’

lomaive N e —

Whatis it?

o Introducing & Decision Assurance Call - enabling lhe Decision Maker to seek out previously
undsclaed information (by providing exia e and aocess o af benefitinformetion), larfy
existng informelion and provid pport o customers o ranstion o oter banefis.

v Shitthe culture fowrds more compassionals Senvics defvery - impreving the refatonship wit
th climant 50 rlevant nformafon s deciered i fo Tbunl, eadingfo the comet dacision

being mads earlir

What ars the

This s & new measure hatis being tested, however our ntenton i o

— - . s o m——

benefits?

' lncrease publ cand skl oncence (6.4, WPSG  CEand constvency WP')
v Reduge Mandatory Reconsiderations and Appeals

v Improve customer confidence and satisfaction

« Reduce DEL (geting  right firs ime and reducing subsequent re-sork)

¢ Maintain AME (Protectthe benef gatewey)

—_ N

- -

Potential
CSF's

Defiver & DAC to X% of customers {or X volurs)
Reduoe s of MR’ regiered fom Y1t Y% conversel nresse % of n-hllnged oo
Reduce % of Appeals from X% o Y%

Customer safisfaction from X% to Y%

Maintain aceuracy of decisions (e.g. protect galeway/ AME)

| Reduced complaints (fom X% fo Y%) (6., You decided before geting/not considering evidence) |

Department for Work & Pensions



Saloquarting

'£9.3m 235

mdo we
want o do
this?

'Safe_guarding fhe wEff;;; and Wellb_eing ofindivicuals s & key pirty, We want to respond effcenty and
effectively to concers around DWP capabllty in ths area, maintaining and building confidenca of
stakeholders and mogt importanlly protecting the mast vulnerable from harm,

This measure wil ensire that DWWP proactively Improves the waffare of customers by improving policy
nd servica delivery and addionally has the abily to quicky and eflacively reactto safequarding
concerns at & local level - these measure are inforimed through our leaming from IPR's and SCP

Whatls it

—

A set of measures, inchuding:

v Introdscing senlor safoguarding leads in each geographical area - to examing and respond fo
local DWP safaquaraing concerns ardto rpressnf DIWP extermally (.9, af muf-agency boerds wil
NHS, Local Authorifiss, Schools and Polls)

« Expanding Visiting Offcer Capacily - o defver acioneland move effsctive safeguarding vt

' Imroduclngasafeguarding Improvement team ~ b proactiy nfodice processes, procedures |
and polices to pofect vinerable customers and improve the efsctienass of DWP infsrvenfons

Wratare e
banefits?

Based on extemal best practice and leaming from serious cases, s measure il aim o

VT A . N

* Increase public and stakeholder confidence (6.9, » Reduce the overall e of SBri0Us ¢ases
WPSC, ICE end cansttusncy MP's) +mpvove muliagency working atbocaland

* Reduce the impact of serious cases (including  natonal levels to support the most ilnerable fo
Customer suiclde) defiver mare offective, Joined up services

v Increased tust in DWP

T Ao

Potential
O8F's

+ 37 senior safequarding leads appointed, coached and traned in recognising and responding fo
safeguardng concams

+ Reduoad leve of serious cases {measure TBC)

+ DWP trusted and recognised a5 a valued member of the mul agency boards across &k UC Districts

+ Al DWP product ines have a dedicated SPOC to flag any poenfial safeguarding concems

Department for Wk & Pensins
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Customer Experience & Leaming Organisation

£3.4m

i

Why dows We need! o learn from serious case falue to prevent fulure ocourrences of the same or smilerissues.
wantto do Leaming fom organisatons such as the NHS and Cli Aviaion Authorly, we wnt o buikd the

| | capabilly o efiscvly nvestigate serious falures, understand thei root causes and have appropriate
this? qovemance n place t crive rapid improvements to improve public confdence, tust and overal
arganisational effectivenass,

This ncludes developing effectve PR and SCP capabilty drving Improvements and learning.

i T ——

_

Whatlsity | [Arangeof measuesinchding - |
» Serious Case Panel - wih independent membership ensuring efective learming from serious cases

+ Itemal Process Reviw (PR - Buiding and delivering e invesigaive capabilly to iagnose the reasons for
fallure (i, investing in our Intermal Process Review capabity)

o Iproving our customes nsightfumcton o provide beter inderstanding of ustomer needs and behaviour
+ Buking efiaciv and robust feedback loaps from customers, collsagues and stakefokdes ensuring e
respond qulckly o ssues and improve our service delvery

+ Changing our cullro and eadershiparound case fallurefo improve efecleness

What are the These ae broady new capablifes, sothe evidence onrealisebl benefts s e, however o

benefits? Wenlon’s b o _ .
|| Short - mediurh term; Longer term;
o Increase public and staksholder confidenca (e.g.increase st in DWP

WPSC, ICE and consitvency MP's) Reduoe volume of sarous case failures
+ Identfy and delver Improvementsto servces  Increase fclency through less re-work,
+Reduos complaints and ICE cases - complaints and fallrs demand

Potantial v Assurance fom NED) chalr WPSC chair that SCLP s robustand efctve (measure TBC)
CSF's + Recommendations fom SCLP are nplemented imeausly (measure TBC)
| v |PR's to be launched X days follwing notficaion ofthe incident, concluded within X tays and
presented to SCPwith X days (measure TBC)
+ Reduce ICE cases in the long term (measure TEC)

Vil B
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Additional support for complex needs

Oin 7

Why do we
wantto do
this?

DWP conducts over 50 millon phone calls each year, during these calls customers somefimes present
Vith addilonal complex needs tat efther have a drect and immediate impacl on 2 customens welfare
or have he potential to negatively influgnce their wall-being in the fonger term.

Responding quickly and effectively t thesa neads hes the potentialto prevent ham or to reduce the
mpact of any negaive event suich as domestic violence, deb, alcoholdnigs etc.

- y 3 o ——

| Whatls it?

o i I enel aens o espond o o] s of cusloer ahwrbby and o
them o spacials(inemal and exlatma) uppor, preventng an escalafon of vulnerabihty andrisk o
customer welfare prevenfing potenfal safaguercing fsues.

Whatarethe

Thisisa huildihg bn leéming fr'om' LEAP exercises and bespoke activity, our infention is o:

benefits?

Early identfication of complex needs (resulting in more effectve managsment)
Increased effectve suliderharm prevention

Protacting custormrs from harm folowing & large cash wind-al

Icreased trust in DWWP {customers and stakeholder groups)

W—

Iproved mulf agency working ot alocal evel

Potanta
CSF's

i

Offer 3 millon complex needs conversatians
X refetrals to complex nasds support {or % refermals following complex needs conversation)

100% of customers identified as having relevant complexitis wil be offered addional suppo:t priorto
receiving a large Underpayment

Reduced complalnts (6.9, You were ignorant of my neads)

Stakeholder groups recognising that DWP are more kel to ‘isten’ and ‘mprove’

Dapartment for Work & Pensions
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Signposting Plus

o THC

Why do we
want to do
this?

This 53 preventative proof of conoept that aims to Kentiy and respond fo the nesdsof pedpté Who
et begioning to stuggleto oo, bsfore they become harder o help through entrenched
disadvantage

heptrommul AR

What is it?

M L

This measure Incudes;
Introducing an in-depth understanding of customer needs - o support customers who have
mltpe, less entrenched neads (E.g. those with debt recovery action) by helping ther o
accass specialistpracical support - preventing an escalation of vuinerablity and nisk fo
customer welfare, |

Clarfing the fimits of our expertise and ways to both approach customers, and fo
sucoassfully axiricats ourselves if we are at risk of exceeding this expertise:
Uniderstanding impact on signposted organisetions, viewing them as part of the system

What are the
henefits?

This is a proofof concept, 8o the evidence on reafisable beneft i fmled, however ourintenton s o

v Buid an undsrstanding of the ‘chies'inthe  + Increased rust in DIWP {customers and
systomidata o develop eflecive segmentation  pariners)

» Early identficaion of addional needs - quickere ~Identy and defver imptovements o DIWP and
resolution for the customer partner sérvices

+Enhanced joint working with partners

Potential
CSF's

CSF's will be established following the finalisation of the PoC Design

Department for Work & Pensions
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:kground

>id through the SR process for addtional

yin FY 20124, in order fo help:
vent serious problems oceurring
aofively deliver suppon

1 right, first e

im from our mistakes

finuously improve

eceived £106m to defiver this,

of which was provisionally allocated to
fing the above outcomes through

ving our decision making, safeguarding
rganisational Learning.

Delivering te intent of the Excellence Plan
and SoS (Amber Rudd):

‘I want to: revisw our approach f0 ensure we

deliver the right outoomes firstfime; respond

effsctivly to the naeds of the most vulnerable
and reform our servica so that we confinualy

improve and are more responsive fo feedback.”
- OR Letterto HMT 22408

niterat PHQ's (05022020
a fragio case, and the hon, Lady is right fo
o allocated £36 millon to improve

aring and decision making in cases fike this,
1 through the creafion of a new indgpendent

6ase pansl, which wil enable us fo scrutiise

1 lossons from such tragic cases. We are

HMT have applied a speciﬁc caveat to the use
of this money.

DWP must demonstrate to the Treasury that
the additional £66.0 million funding to
support vulnerable people is spent in a way
that maximises value for monay. .




e36m - What are the headines for this package of support

1.n'vesting an xtra £18.5m (equivalent to approx, ATSFTE) in our Declsion Making capabiltyto get it
ight irttime and helpng to pevent customers faling into debt and other Vulnerabifty

A

5

Eqningarbing s oty 45TE) dlor il 10 et il o, i

Vi) o support the most vlnrabl partulry o lmes of ncreased concem e, FTAWCAete.

A

beforereferralforpotenualsancllon) R BT T N

This package of £36m s focused on directly supportingthe most vulnerable, 90% Is being used
to directly fund extra ‘eustomer facing’ capabiity and capacity. The remaining amountis focused
on improving our safeguarding and leaming capabilty i response to feedbeck from the_front ine(eg.

Serious Case Panel)

——
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Introduce Senior Safequarding leads i each geographical district across the country leading on
identifying and responding to local safequarding concers coordinating DWP activity to ensure our
servioas are safer, more efective and inspire the confidence of customers and stakeholders




Redaction Summary

Page 1
Redaction 1.1

Exemptions/exceptions:
* 85.40 - Personal Information



[End of document]



