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APPENDIX 2

DRAFT

ESTABLISHING THE BASELINE

. The object of this part of the review process is to set out a clearer picture

of the Accountaney, Audit and Exchequer functions, i.e. Finance Services
(FS} to determine the

« status and operating arrangements of the current service,
e [is sirengths and weaknesses, and
¢ its opportunities and challenges.

This is designed uitimately to identify the key issues to progress in order to
meet the key objectives set out in the scope of the review.

This baseline will be achieved by examining the following issues:

The legal framework that the Services operates within
The organisational and management structure

Current resources employed

Service costs

Service standards

Corporate policies and procedures

The relationship to other Council Services

Relationship fo local, regional and national issues

Best Value Performance Indicators

Comparisons to other authorities via benchmarking data
identifying alternative service providers

Staff consultation via a focus group

identifying and consulting stakeholders via a focus group

@ & € @ ¢ & @ & e & & & e

Firstly, some background information is provided fo define FS, summarise
the review’s key cbjectives, and places the Services in the light of the
Council's profile, it's corporate objectives and democratic structure.

Definition of Finance Services

The review includes activities, which are based around traditional
Accountancy, Audit and Exchequer functions and are collectively known
for this purpose as Finance Services (FS). This inciudes the following core
functions:

processing of creditor payments,
processing and collecting sundry income,
payroil,

internal audit,

accountancy services,

technical advice,

insurance

panking services, and

treasury management,

& @ & & € 2 B @ @



b} As set out in the Council's strategic review of Financial Management and
Control at the Council, FS are part of a wider review of all Einancial
Services at the Council, which also covers the Revenues and Housing
Benefit Services.

6. Profile of South Derbyshire {in relation fo FS)

ay The Council's annual turnover is in the region of £27m, for which FS
across the board, have a central and supporting role in managing and
controliing. In addition, the Councii employs over 30C people, which
necessitates a payroll function for the Authority.

b} The modernised democratic process implemented during 2001, changed
the responsibilities for, and reporting of, financial and management
information. Although financial responsibility is generally delegated, and
powers invested in the Chief Finance Officer under Section 151, the
Councll still has relatively strong control of financial issues through its
Finance and Management Committes.

¢} FS contribute to many of the Council’s Critical Success Factors
surrounding issues such as:

e Financial planning and strategy,

Developing sound financial management and procedures,
Developing financial reporting,

Corporate Governance,

Procurement

Risk Management,

« E-Governmenti, and

» Staff communication, training and development.

& & & & S

d) In addition, FS are also responsible for securing improvements in the
payment of invoices, an area where the Government has set national
targets.

e) Although 2 years ago, the Council went through a “financial crisis” it has
continued to receive an ungualified opinion on its Accounts. In addition,
the current financial position is stabilising over the medium (3-year
projection) term. This has been recognised by the District Auditor who has
reduced their core audit fee for 2002/2003.

7. Key Objectives of this Review

a) Against this background, the key obiectives are to review the delivery of
FS at the Council and specifically to ask:

« How do they compare with those provided at other Councils
{Benchmarking) and the reasons for the differences?

s Can other providers deliver these services in a more cost-effective way,
or can the Council learn from them ways to develop working practices?

¢ Do any opportunities exist for partnership working or sharing of
expertisa’



b)

b)

b)

¢ Can better use be made of new technology to deliver the services?

¢ How can the needs of service users for financial advice and support be
met from within a small team?

» How do the services help fo manage and generate additional resources
for the Council? '

As outlined in 5(b) above, these objectives are part of a wider review into
the delivery of Financial Services at the Council, which also covers the
Revenues and Housing Benefit Services. Although the nature and role of
these services are somewhat different to FS, there are some cross cutting
issues that have also been identified, as follows:

¢ Is there any scope for overall external provision of financial services?

= Is there any scope for combining debt and cash collection separately
undertaken in both Exchequer and Revenuas?

. The Legal Framework

To a certain extent, FS provide a management support function to ali
Council activities. However, they are largely undertaken within the remit of
the Chief Finance Officer’s Siatutory Section 151 responsibilities ~ “making
arrangements for the proper administration of financial affairs.”

Therefore FS alse provide a fundamental stewardship function to ensure
that the Council complies with

Local Government Finance Acis

Other Financial Regulations

» The Account and Audit Regulations

o Codes of Best Practice

Although FS do have a statutory base, and therefore, a general
requirement exists for the functions, this does not determine how they are
delivered and resourced at the Council.

Current Organisational Structure and Resources

FSis part of the Finance and IT Department (headed by the Council's
Chief Finance Officer) and the staffing structure is set out in Annexe A.

The Council’s Finance Services Manager heads most of FS, although
internal audit operates as a separate unit reporting directly to the Chief
Finance Cfficer. Much of the work undertaken within FS relies on specialist
staff. In view of the small size of individual teams, it is usually only 1
person who has the detailed and specialist knowledge available.

This can create problems when that expertise is lost permanenily through
staff turnover or indeed temporarily due to absence or sickness. However,
this is overcome to some exient by rotating duties and by providing internal
“teach ins” to provide cover support. The Service, as a support function, is
also reiiant on being able to work with staff across all Council
Departments.



d)

)

Al present, vacancies are minimal and staff turnover is very low with most
staff having had substantial local government experience, having served at
the Authority for a number of years. Generally, staff are well educated and
trained to meet the needs of their current posts and all have a Personal
Development Record (PDR) in place.

Besides the usual technical training issues required for staff to keep up to
date, management development training is seen as the main issue here.
This is being addressed through the PDR process for 2002/2003.

Sickness absence is above average for the Authority, although 2
employees on long-term sickness absence have compounded this over the
last 12 months. To help combat this, FS have adopted the Council's
absence monitoring arrangements.

Equipment used is predominantly 1. T. related and the service is heavily
reliant upon working with the main corporate accounting and financial
systems. These systems are currently in-house, but are due to be replaced
by a new “off the shelf” integrated Finance Management System by
October 2003.

10.Service Costs

a)

The cost of resourcing FS (including Internal Audit) is summarised below.
This expenditure is all recharged to other services and cost centres based
on the amount of measured support provided.

Estimated Costs 2002/03 £
Staff Costs 509,080
Office Accommodation 30,680
LT. (Hardware & Software) 10,720
Supplies/Services & Office Expenses 6,370
Recharges for Central Support 115,090
TOTAL 671,960

11.Service Standards

a}

These are documented in the Departmental Service Plan. Effectively, this
is the Business Plan for FS and sets out

s a description of the services provided,

¢ ii's purpose,

¢ & work plan, and

e Kkey targets.

The current service plan was produced in November 2001 o cover the
financial year 2002/2003. it will be reviewed every 6 months and updated
every 2 years.

FS are largely responsible for recommending and monitoring the financial
rules and reguiations that effectively govern the Council. These are mainly
contained within the Council's financial regulations and procedural rules.



d) Planning and proper procedures are seen as key attributes in delivering
FS. This is due to having to work within strict and regular deadlines
throughout the vear. Almost without exception, the major targets for payroli
and payment runs, closing accounts and annual budget production, etc.
are met.

e} Many of these deadlines are imposed externally; e.g. the production of the
annual Statement of Accounts, annual Budget and Government returns.
Others are required internally to meet best practice and local conditions,
e.g. annual audit programme and payroll production.

12.Corporate Policies and Procedures
ay FS are also responsible for producing the Council's

¢ Financial Strategy,

« Capital Strategy,

= Treasury Management Policy Document and Strategy,
¢ Anti-fraud and Corruption Strategy, and

¢« Financial Regulations.

by Furthermore, FS are responsible for ensuring that the Authority complies
with rules and regulations regarding

&

VAT and other taxation issues,
Insurance,

Banking and Treasury Management,
Authorisation and other financial limits.

&

13.Relationship to other Council Services

a) The work of FS impinges upon almost every service area in the Council. At
present, finance related work within the Council is very much centralised
within FS.

b} This includes for example, the day to day processing of creditor and debtor
invoices. The main exception is budget monitoring, although this is driven
and undertaken very much by centralised accountancy staff.

14.Relationship to Local, Regional and National issues

a) The main local issue relevant to FS is the on-going support reguired, which
arose out of the strategic Best Value review into Financial Management
and Control at the Council (July 2001).

b) The main issues that formed the Action Plan from that review were;

+ aligning financial and service planning,

s introducing a medium term financial strategy,

= developing consultation and scrutiny arrangements in budget sefting,
¢ raising the financial awareness of Members and Officers,

« replacing the current financial management (IT) system,



= developing budget monitoring,

« updating financial regulations,

s developing the format of the Council's Statement of Accounts, and

s Introducing performance indicators to measure the effectiveness of
financial management.

Many of the items listed above will require the on-going commitment of FS.
In fact, in many instances, FS are, and will be, a major player in helping to
implement this action plan.

The main national issues relevant to FS surround E-Govermment and
Corporate Governance. In particular, it is envisaged that the procurement
of a new Financial Management Sysiem will help the Council meet some
of its commitments in the IEG Statement, together with developments in
the delivery of FS itself.

15.Best Value Performance Indicators

a)

b)

As highlighted in Section 6(d) above, FS are responsible for securing
improvements in the payment of invoices, an area where the Government
has set national targets. This relates to BVPI 8, i.e. the proportion of
undisputed invoices paid within 30 days.

The Government has set a target for all authorities of 100% by 2002/2003.
Although FS are responsible for improving performance in this area, it is
refiant upon the co-operation of all other Departments to process invoices
to the payment stage, as quickly as possible.

Recent performance for South Derbyshire is as follows:

1999/2000 | 79%
2000/2001 84%
2001/2002 | 90%

The steady improvement in performance is due to FS, in conjunction with
other Departments, highlighting problem areas and taking action o ensure
invoices are processed more quickly. This is achieved through quarterly
reports preduced by FS analysing the payment date of invoices for each
Department.

However, for 2000/2001, the authority’s overall performance was at the
lower end compared fo other district councils. The top 25% of English
autnorities had an average of $4%.

Further action will be required to ensure that as far as possible, the
Authority can achieve the 100% target for 2002/2003.

16. Comparison to other Local Authorities

=%
a)

Naticnally, there are no other specific targets for FS. However, over the
last 2 years, work has been undertaken with other Derbyshire authorities
(through the Financial Officers Association) to develop performance



b)

d}

indicators as an aid to benchmarking FS. The Authority’s performance
compared to other authorities for 2000/2001 is summarised in Annexe B.

On paper, the areas of creditor payments, collection of sundry income and
payroli processing in particular, give cause for concem. These areas
compare poorly for cost and processing transactions per employee. In
addition, the cost of internal audit is £210 per day compared to an average
of £180, and the perceniage of the annual audit plan completed in the year
is 68% compared to an average in Derbyshire of 82%.

Furthermore, the average rate of interest on all external borrowings is
above average. As regards Insurance, although the total cost is very good,
the average cost of claims handling, on paper, is the highest of all other
guthorities.

Some of the gap between South Derbyshire and other authorities may be
due to some costs charged to these services at South Derbyshire, e g.
backfunded pension costs and departmental staff time, not being charged
at other authorities. This could be distorting a meaningful comparison.

However, this may not account for all of the differences. Therefore,
besides analysing costs in more detail compared to other authorities, a
review of working practices will be required to help analyse the differences
in processing fransactions in particular.

17. Alternative Service Providers

a)

b)

d)

Initial meetings with neighbouring authorities have been undertaken to
determine any scope, in principle, of pursuing joint working arrangements.
At present, this is virtually non-existent other than Internal Audit currently
has a collaborative agreement with other Derbyshire Authorities for
auditing the controls around E Government and E Procurement.

In principle, it was felt beneficial to pursue this for certain services. In
particular, the scope for more joint working and the sharing of expertise
and knowledge for payroll, contract and computer audit, VAT and fechnical
accounting matters was considered to be a way forward. In addition, it was
felt beneficial for the staff of each authority to meet and discuss current
structures and working methods to aid the learning and development
process.

Furthermore, discussions with neighbouring authorities (based on research
they have undertaken) has established that external providers could be
interested in providing financial services at smaller authorities such as
South Derbyshire. Initial indications are that Revenues and Benefits are
predominantly the favoured services, but other financial management
services could lend themselves to external provision,

No direct contact has yet been made with any external providers, but to
meet the Competition element of Best Value, this will need to be
undertaken. Other authorities have addressed this via “open days”
whereby general information is exchanged on services, and the providers
are then asked {o respond on the needs and issues of the services in
question. This is considered o be the best way forward.



18.

a)

b)

Staff Consultation

This was undertaken via a focus group consisting of a majority of the
staff, exciuding senior managers, and which was independently
facilitated. The staff was given prior nofification and a broad outline of the
purpose of the focus group. However, they did not see the specific
gquestions in advance.

Broadly, the staff was asked to provide feedback on @ questions to gain
their views on the strengths/weakness, opportunities/chaillenges and
potential improvements for FS. The main points that arose are set out
below.

¢} About the Process

a There was a general understanding of the Best Value process and

what it could mean for FS.

d} About the Services and ifs Staff

]

mi

Services provided are fraditional, reliable, robust and efficient.

A vision is seen of building on the above strengths and moving towards
a more “eye catching” service.

Staff are generally experienced, knowledgeable, hardworking, flexible
and abie to work as a team.

However, morale is low in some areas and insufficient staff cover is
seen as a weakness. Overcoming this is considered to be a big
challenge in the future.

e) About Service [Jsers

e

A
a

)

A concern that insufficient feedback is provided to service users on
what FS does, achieves, etc. This leads fo a lack of appreciation and
understanding by service users who may view FS negatively — "an
overhead.”

Therefore, suggestion of reducing “technophobia” by providing training
and awareness for siaff.

Service users seek advice as insurance for their decision making.
Sometimes their expectations are unrealistic and an immediate
response is required which is not always reciprocated when information
is required the other way.

bout Working Practices and Procedures

Although targets are met, fire fighting is seen as a continuing probiem.

This review will provide opportunities 1o review working practices and
procedures.



In addition, there is a need to make financial rules and procedures
better documented, more understandable and transparent. In addition,
a major challenge over the next 2 years is seen as providing more
flexibility in these procedures, whilst maintaining adequate controls.

Decision making processes are considered too slow, and this for
example, tends to dilute current ideas for service improvements.

There was litlle knowledge of how other authorities operated their FS,
other than a perception that larger authoritiss tend to devolve more.

A feeling that smaller authorities like South Derbyshire rely more on
mutti-skifling and it was questioned whether this could be used more
beneficially for FS at the Council

g} About inferaction with other Services

N

it was feit that there was very little duplication of work between FS and
other Departments - FS exists as a “policing” role.

There was a concermn about the turnaround of documentation due o the
refiance on other Departments.

it was felt that there are too many checks internally within FS itself,
which should be slimmed down based on a “risk assessment.” in
addition, the C & D book is used for different purposes within Financial
Services,

Joint working between payroll and personnel is currently operated as
the computerised systems allow this.

h) AboutI.T.

L

Inefficient and inaccessible LT, is considered a major cbstacle, but
opportunities fo improve this will hopefully come from the new FMS.
However, its implementation is seen as a major challenge.

In addition, more assistance and support from LT. staff wouid help e.g.
in designing databases.

19. Consulting Stakeholders

a) Although FS provide a stewardship function, integral to this is that they
provide a support function to the rest of the Council. Consequently, the
stakeholders are internal service users.

b} Similar fo staff, consultation was undertaken via a focus group consisting
of several service users, from across various departments, and ranging
from senior to more junior officers. Again, the group was independently
facilitated.

¢} The users were given prior nofification of the general questions and a copy
of the review’s scope as background information. Broadly, users were
asked to provide feedback on 10 gquestions to gain their views on the role,



d}

gl

h)

i)

i/

provision of service and improvemenits for FS. The main points, which
arose, are set out below.

General awareness of FS

o There appeared to be a broad appreciation of why FS needs fo exist at
the Council, its role being to support, control, co-ordinate and to
provide financial information and advice

@ The current service provision is viewed as basic for which an “up to
date” specification is not available. Users require a “vehicle that will
take a lot of people to a chosen destination, safely.”

More Specific View on its Corporate Role

o Although it is appreciated that there is a requirement to keep a control
of the “Privy Purse,” users require FS to work more with services, to
support and provide an internal consuliancy role on more technical
matters.

fts Role at Individual Service Level

o Here it was felt that Accountants in particular, need to understand more
the nature of services. Financial reports need to be clearer and more
user friendly.

o In addition, the level of help is inconsistent and it is unclear who are
contact points for various queries; a "one-stop” approach is seen as
beneficial. Experience suggests that it is the “tail wagging the dog”
rather than a more proactive “how can | help you.”

Appreciation of Limitations placed on FS

o Financial 1.T. systems are seen as “antiquated” and not “joined up.”
However, feedback here centred on insufficient communication with
customers, different messages being conveyed, and a general feeling
of lack of helpfulness from staff.

Flexibility of FS

a3 The degree of flexibility depends on the “individual,” although some
individuals do appear more willing but feel constrained. Generally, staff
in FS have “fixed views” on how things should be done.

Quality of Financfal Information

@ This is considered to be a major weakness as it is felt that information
is not easily accessible, disseminated or understood. Systems and
procedures are felt to be complicated with very little training provided.

What about Joint Working

u Yes, closer working required. The introduction of regular budget
meetings has helped, but a single point of contact would be more



beneficial. Users see FS undertaking more “routine work” on their
behalf.

k) Deceniralising FS
o Given the size and structure of the Authority, this was thought o be
difficult. Qutsourcing of some functions or partnership working was
suggested.
o In addition, it was felt that multi-skilling within FS would be beneficial. A
point concerning the location of Payroli not being confidential was also
raised here.

{}  Suggested improvements

o More co-operation and flexibility, greater understanding of service
needs, and a change of attitude.

o More user friendly and efficient LT. systems.
a A review of procedures and processes.

o An easing of financial controls regarding virement, carry over of
budgets and incentives for saving money and atiracting income.

o Ensure that insurance policies are appropriate to service needs.
20. Common themes stemming from the Focus Groups
v A desire and need for FS to be more proactive and flexible.

v" A greater undersianding and awareness required concerning the role of
FS.

v Reviewing working practices and processes.

v Clearer and more flexible financial rules and regulations with
appropriate training for service users.

v Developing multi-skilling in FS.

v Current imitations of 1.7
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Appendix 3

Baseline Assessment

Revenue Services

introduction

AREAS OF RESPONSIBILTY

Revenue Collection

The provision of an effective Revenue Collection Service by billing, coliecting and,
where necessary, recovering through the courls the Council Tax, Mational Non-
Domestic Rate in accordance with the relevant legislation and the anti-poverty and
equal opportunity policies of the Authority.

Council Tax

Counchi Tax was introduced on 1 Aprif, 1993 and is collected under the provisions of
the Local Government Act, 1992 and various reguiations made thersunder. The
regulations require that the amount due is coliected in ten instalments unless written
agresment Is reached on alternative payment aangements. The first instalment is
dug on 15 April in the year of account (this will be the 1 April from 2000 onwards) and
the Council offers flexible payment dates with the 1, 10, 15, 20 and 25 of each month
being available. Two reminders are allowed under the Regulations before
instalments are cancelied and the full amount becomes due, with ultimate recourse 1o
a summaons, liability order or possible commitment to prison. The amount of Councll
Tax due also includes the requirements of the Derbyshire County Council and the
Derbyshire Police Authority which, as major precepting authorities, precept on the
Council as billing authority, The Council’s own budget requirement also includes the
precepts of pasish councils. There are gpproximately 34.700 properties in the district
subject to Councll Tax and & is necessary {o issue over 17,000 final notices and
reminders each year, resulling in over 4,000 summons being issued. Approximately
3,500 tability orders are obtained for Councll Tax cases.

National Non-Domestic Rate

When general rates were abolished and community charge was infroduced, the Local
Government Act, 1888 iniroduced a national non-domestic rate for non-domestic
property.  NNDR is collected in essence as an “agent” for the Depariment of the
Environment. The rateable values are assessed by the Valuation Office Agency and
the rate in the £ or “multiplier” is set by central government. Billing authorities are
required 1o bili and coilect the amounts due and pay ihe proceeds o ceniral
government. The natlonal proceeds of NNDR are re-distributed to biling and major
precepting authorities on a per-capita basis, with the same amount per-capita being
paid to authorities of the same class. There are 1,800 properies on the National
MNon-Domestic Rate list and # is necessary to issus over 1,200 final notices and
reminders sach year. 425 summons are issued per annum resulting in 350 liability
orders being obtained.



Housing and Councit Tax Benefit

The provision of an effective Housing and Councll Tax Benefils Service in
accordance with the relevant legislation and the anti-poverty and equal opportunity
poticies of the Authority.

Housing & Council Tax Benefits

There are three main categories of benefit covering Councll Tax liabiilly, Rent
Rebates for Council HMouses and Fent Allowances for those in private rented
accommaodation, including that of various Housing Associations. Boarders and hoslel
dwellers can, under certain circumstances, also be eligible for rent allowances.

The housing and council tax benefits schemes are, in practice, operated as “agents’
of the Department of Social Security with very liftle discretion available 1o the Council
except in fimited and well-defined areas and usually with a financial celling. There is,
therefore, little control that can be exercised over the quantum of the benefils
awarded. Recent amendmenis 1o the regulations have included provisions for
discretionary enhancemenis fo rent allowance paymenis where the effects of the
regulations restrict the amount of rent allowance paid,

To administer the scheme effectively, a comprehensive application form has o be
completed by each applicant unless they are in receipt of Income Support in which
case detaiis are supplied along with those from the Depariment of Soclal Security. All
current applications are subject to a rofling review procedure which ensures that
correct information is held and that each henefit period does not exceed the statutory
60 week period.

The current caselcad comprises of just under 5,000 successful Council Tax Benefit
applicants of which 2,200 also receive a Rent Rebate and a further 1,300 also receive
a rent allowance. The Counci Tax Benefits and Rent Rebates are credited 1o the
relevant accounts whereas Rent Aliowances are paid by crossed chequa. Each case
has to reviewed on a regular basis and changes of circumstances reporied by the
applicant have {0 be actioned.

it should be noted that benefits relating to council house rents and the associated
subsidy are included in the housing revenue account, whereas all costs of
administration are included in the general fund. There are subsidies paid towards the
cost of the benefits themselves and adminisiration costs.

Beneflt Fraud investigation

The arsa of Benef# Fraud Investigation is carried out by a dedicated Housing Benefit
Fraud investigation Officer. The Department of Social Security introduced a system
of subsidy initiatives and penallies to encourage local authorities fo embark on
housing benefit fraud investigation. The Council gains in two ways from combating
housing benefit fraud, Firstly it receives additional subsidy based on “Weekly
incarrect Benefit Savings™. In addition, any overpayments affract a premium on the
subsidy.

Throughout the pericd since the appointment of 2 Benefit Fraud investigation Officer
a number of initiatives have been examined and those approved are to implemented
on an angoing hasis in a bid to increase the level of the detection of fraud. This are
incorporated info an annual Business Plan osroduced at the beginning of each
financial year.

Abpeals

The legistation under which the Council ocperates the housing and council tax benefit
schemes provides for an appeal mechanism. The Council is required to give each
claimant a written determination of his or her claim o benefit. If the claimant is not
satisfied, there is a review process within the office administration. If, after this review
proceass is underiaken, a claimant remains dissatisfied, then he or she can appeal fo
the Appeals Service.



Cash Cffice and Enguiry Facliities

The provision of an effective Cashier and Enguiry service for Revenug Service
customers.

The Council operates cash office facilities at the Civic Offices in Swadlincote and
payments may alse be made at any post offices throughout the country. Al
payments made over the counter and postal remittances are processed in the central
cash office. The other transactions are received and posted automatically. The cash
office aiso acts as an enquiry office for all Revenue Division gueries, there being two
booths for use when such gueries are of a confidential

Profile of South Derbyshire District (Revenue related issues)

In the financial year 2001/02, some £24 million for Council Tax and £18 million for the
National Non-Domestic Raite was collected. Rent Rebaies of £4.6 million, Rent
Allowances of £3.8 million and Council Tax Benefit of £2.5 million was awarded.

There are almost 34,700 properties banded for Council Tax purposes.
In aadition, thers are aimost 1,800 National Non-Domestic Rate properties

The caseload for Housing and Council Tax Benefit claimants is 5,000, Of these,
2,200 alsc receive Rent Rebale (paid to Council Tenants) and 1,300 receive Rent
Aliowance (paid to privale tenants and tenants of Registered Social Landiords).

The Cashier Service processes over 80,000 transactions per year for Council Tax,
NNDR, Housing Rent and [nvoice payments. These include those received over the
counter or through the post as well as those that are received by electronic means
other than by Direct Debil. The latter accounts for over » o0 payments per year and
a further 138,000 ransactions are received at post offices each year.

Scope of the Revenue Services portion of the Best Value Review

The review will address two specific areas in the delivery of the Revenue and Benefit
Service,

0 Ths first area is the shape of the service delivery to our customers and
ihe arrangements to be employed in providing a robust service,

C  The sscond area is the way that Information Technology is employed to
achieve cost-effective service delivery.

O The review wili not look into the minute detail of the service delivery,
although existing benchmarking information will be used. The
development plan will include a number of issues to be addressed once
the two fundamental issues mentionad above have been addressed.

[0 Furifier issues io be addressed include the work of the Fraud
investigation Unil along with how the Verification Framework could be
implemented.

The review will concentrate on the strategic level of service delivery and
how the authoerily plans to provide solutions to any current shortcomings
and risks. This will include the effective working with other agencies.

[



Democratic Process

The authority has introduced a Modernised Structure and reporis ars submitted to the
Finance and Management Commitiee which meets on a & weekly cycle.

There is some delegation of operational duties fo the Chief Finance Officer but
Members retain a high level of involvement, particularly in the area of the granting of
discretionary reliefs.

Corporate Objectives

The following corporate related coritical suscess factors identified in the Gorporate
Plan relate to the division:

Put in place arrangements for good corporate governance

Pevelop management competencias

implement service planning

Establish training and development plans for empioyees

implement the Best Value review

implement the absence managemeni policy

Manage service delivery

incorparate e-govermnment in service dallvery

Embrace organisational change

Support the improvemeant of morale

tnsure people are treated fairly and equally

Promote a right first time ethos

Support the improvement of communication with employees
Improve on current levels of our customers satisfaction

Support and promote team working

Formulating policies and practices thai assist in the introduction of an effective,
integrated peformance management culture

Improve performance where the government has set national targets

-
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Legal Framework

The collection of the Council Tax and Naticnal Non-Domestic Rates and the
administration of the Meusing and Council Tax Benefit Scheme are statutory functions
and the Councit has a legal requirement to carry out these functions.

Legislation in this area, particularly surrounding the Housing and Council Tax Benefit
Scheme changes on a regular basis and is subject to review, often at short netice.

Key areas of legislation are:

The Local Government Finance Act, 1988

The Local Government Finance Act, 1892

The Social Security Administration Act, 1892

The Housing Benefits {General) Regulations, 1887
The Council Tax (General} Regulations, 1552



7. Revenue Services — Current Rescurces
Details to follow
a. Service Costs
Kevenue Expenditure

The table below shows the commitiee spending controlied by the Head o_f this Division.

Division Gross Income MNet
Spending Spending
Teotal Commitiee Cosis £7.773,740 £6,012,650 £4,761.080

Central Departimental Costs — recharged to commitiees

The Council has a system of central establishment charges. This means that costs
related to this division are charged first to a holding code and then recharged to
committees, The table below summarises these costs which are controlied by the head
of this division and then recharged 10 servicss.

Division Gross income Net
Spending Spending
Total Central Support Costs £534,330 - £334,330
8. Organisational & Management Struciures

The Revenue Division is part of the Finance and |.T. Department.

The Division is managed by the Revenue Manager and is divided into two main section
as follows:

1 Revenue Collaction

[t Benefits and Cash Office
An crganisation chart is shown below:

Work organisation — Revenue Services

Chrls Swain
Revenue Managsr

. i
i i
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Bif Davidson Mark Fearn i

HenefitCash Office Manager Revenuz Colisstion Manager i

e [ — !

| Linda Crowder/Angels Lesse | lan Boumne Steph Heidraich Efzine Wooliey i

H - . | . . - H . . o . i
2 Benefit Officers § Fraud Investigation Officer Cash/Enquiry Officer Revanue Cfficer

7 fte. Bensfit Assistants Overpayments Officer 5 Vigifing Officer ! 3 P# Cashier/Enquicy Assist‘an‘tsg § 5fte Revenue Assistants
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10.

11.

12.

13.

The total establishment is 32 members of staff with 12 being part-time filiing 28 FTE
positions.

Service Standards and BVYPIis

The Division has a sarvice plan, approved by the Finance and Management
Commities.

Benchmarking

The Division is a member of two process benchmarking groups.  One covers
Revenue Collaction and the other Benefits. Other members of these groups are:

Revenue:

Bassetlaw Bistrict Council

Bromsgrove District Council

Broxtowe Borough Council

Derbyshire Dales District Council

East Siaffordshire Borough Council
Gedling Berough Council

Hinckley & Boswarth Borough Council
Lichfie!ld District Council

Rushciiffe Borough Council

Seouth Northamptonshire District Council

Benefits:

Amber Valley Borough Council
Bassetlaw District Couneil

Derbyshire Dales District Council
East Lindsay Disirict Council

Gedling Berough Council

Hinckley & Boasworth Borough Council
Rushcliffe Borough Council

South Holland District Council

Audit Group Comparisons

Detalls {o follow

Policies and Codes of Practice

The Division has deveioped a number of policies and codes of practice and these are
as follows:

T Reocovery Codes of Practice {for Council Tax and NNDR)

C Code of Praclice for Bailiff Services

(1 Code of Practice for the Recovery of Housing Benefit Overpayments
O Frosecution Folicy

i1 Code of Practice for Investigation Officers

1 Discretionary Housing Payments Policy



14.

15.

External Service Providers

Revenue has used the services of bailiff companies for many years. Currently, iwo
bailiff companies are used and the performance of each is monitored. Other external
service providers despatch the annual council tax bills and benefit notifications, the
plastic payment cards are produced by a speciaglist company and a number of
payments are processed at post offices throughout the country.

During the best value process, two exiermnal service providers were interviewed —
C.5.L. Group Lid. and W S, Alkins Ltd.

Partnership Working & Arrangements

A consortium has been formed between the following authorities to submit a bid
under the Invest to Save Round 4 for a new revenues and benefils sysiem:

District of Bolsover

Derbyshire Dales District Councll
High Peak Borough Council

North East Derbyshire District Council
South Derbyshire District Council

I O |

The project shows new innovations and will be used as a foundation for the
development of exiensive joint working arrangements in ali areas of revenues and
benefits administration.

The project involves the five district councils working fogether in parinership with the
private sector in the delivery of a revenues and benefits computer system.
Accessibility by the public is enhanced through the use of infernet technology, with
kiosk access points being provided at various locations in each district.

it is envisaged that the supplier will be responsible for the provision and maintenance
of all hardware and software and will, effectively, produce a deskiop service. The
supptier wiil take the risks for supplying ali the hardware and software and will also be
expected to ensure that day to day security of the systems is provided to industry
standards, including full disaster recovery planning,

Once the computer systems are in place, the objectives are as follows:

0 o provide a cost effective and efficient revenues and beneiils
service taking info account economies of scale

0 To provide cusiomers with the ability to gather information and to
communicate eleclonically concerning their affairs via the
internet

O Te provide an effective service by having highly trained staff

1 Te establish effective partnerships betwesn authorities, including
reciprocal  working arrangements  within  the  Consortium
membership

{1 To address rural social exclusion and improve benefit take-up

0 To reduce the level of fraud through cross boundary working
throughout the Consortium’s area

The project will be managed by a joint commities, established under section 101(5) of
the Local Government Act, 1972 and a Prolect Team will oversee the implementation
and development of the project.



16.

17.

18.

Whe are cur Stakeholders?
These have been identified as:

Council Tax Customers

National Non-Domestic Rale Customers
Benefit Claimanis

Council Tenants

invoice Payers

Travel Fass Recipients

The Public in general

0T 0 O I O 3

RE8Ls and other landiords

Elected Members

Local M.P.

Management Team

Other Depariments

Our own Staff

Trade Unions

Department for Transpori, Local Government and the Reglons
Valuation Office Agency

Department for VWorks & Pensians
Benefiis Agency

Hent Service

Other Local Authorities

Community Groups

Chamber of Trade/Commerca
Voluntary Seclor {e.g. CAB)

Cao-op and Gire Banks

The Post Office
Sub-postmasters/postmistresses
Computer Hardware/Software Suppliers

[ 0t o
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Customer Consultation
Results of consultation exercises are:

0 Detfails fo follow

Revenue Staff Consullation/involvement

Two members of siaff are members of the Best Value Review Team and have been
abte to contribute in that forum. They have also been able to feed back information to
their colieagues.

The revenues and benefit staff have been consulted and their views are:

0 Detfalls o follow



14, Impiementation of Corporate Policies/Framework
The Revenue Division has an approved service plan which is jinked info the
Departmental and Corporate Plans. Al staff have undertaken Personal Development
Reviews and have individual training plans.

24. Local, Regional and National Context of Service
The service is defivered toc meet the needs of communities within the district. The
service is govemned by national legislation and government guidance.  Any
discretionary powers are exarcised by the authority.
There is a network of practiioner’s meetings held throughout the East Midlands
region (o cover all aspects of the revenue and benefit work.

21. Key issuas Facing Revenue Services

Further defalls fo be added and table updated

KEY ISSUE EVIDENCE BEST VALUE @ REQUIRED
PRINCIPLE CUTCCOME

1 To provide a cost effective
and efficient revenues and
benefits service taking into
account economies of scale

2 To provide customers with
the ability 1o gather
information and fo
commmunicate  electronically
concerning their affairs via
the internet

3 To provide an effective
service by having highly
trained staff

4 To estsblish effeciive

parinerships between
authorities, including
reciprocal working

arrangements  within  the
Consoartium membership

£ To address rural social
exclusion and inprove
benefit take-up

% To reduce the level of fraud
through  cross  boundary
working  throughout  the
Conscrtium's area

7 To oulsource non-core
aclivities




