Impact upon Benefits CPA scoring following proposed Revised HB/CTB Performance Standards
1. Background

Members will be aware that at present Salford’s Benefits Service has gained national recognition for its standing against the national performance standards (present scoring 98%, 4*). The Department of Work and Pensions (DWP) have provided a consultation paper outlining proposed changes to Benefits Performance Standards, changes which positively reflect a more simplified process of benefits self-assessment but changes which will present serious challenges to Salford’s present 4 * rating.  A summary of the key changes are as follow;

· A reduction in the existing seven modules in the current performance standards to 4 new modules which includes a reduction in assessment indicators from 641 to 83 indicators

· A new scoring system which seeks to recognise the most important areas of performance, through the weighting of particular performance related information particularly in the area of new claims processing

· Introduction of more challenging performance related standards in order to achieve 4* scoring, for example, to achieve this rating in respect of the processing of new claims, the Authority will need to process claims within 30 days, the current national standard is 36 days.

· Introduction of a broader range of performance related indicators covering areas within categories such as overpayment recovery and appeals which are not currently monitored.

· Quarterly monitoring of all performance standard indicators

It is likely that Salford’s initial self-assessment will take place during June 2005 which may present some domestic difficulties for Salford in that this will clash with our implementation of our new Council Tax and Benefits system. We will continue to monitor progress on the successful implementation of these systems to try to avoid further difficulties.

2. The changes in detail

It is proposed to reduce the current 7 modules of the performance standards to 4

· Claims Administration

· Security

· User Focus

· Resource management

Each of the above themes would be subdivided into three components (see table below). 

The current 641 standards would be replaced with 20 performance measures and 63 enablers.

3. Revised structure

	Theme
	Component
	Performance Measures
	Enablers

	Claims Administration
	Claims Processing
	6
	7

	 
	Quality
	1
	2

	 
	Overpayment
	3
	6

	 
	Total
	10
	15

	Security
	Referrals
	1
	6

	 
	Counter-Fraud
	5
	12

	 
	Sanctions
	1
	3

	 
	Total
	7
	21

	User Focus
	Take-up
	0
	2

	 
	Customer Service
	0
	7

	
	Appeals and Complaints
	3
	3

	
	Total 
	3
	12

	Resource Management
	Strategic Management
	0
	6

	 
	Value for Money
	0
	4

	 
	Assurance
	0
	5

	
	
	0
	15

	
	
	20
	63


The performance standards would include the statutory Performance Indicators and also some new measures that we do not currently monitor. It is proposed that LA’s will report quarterly against the 20 performance measures. Many of these are already included in quarterly DWP MIS returns but some are new and will require additional monitoring and reports.   

Theme One – Claims Administration

Claims processing performance measures – how we currently measure up?

	PI for speed of processing new claims (4* standard 30 days or below) 

Current performance 30.3 days

Percentage of new claims decided within 14 days of receiving all information (4* standard 95% and over)

Current performance 86.7%

Percentage of new claims outstanding over 50 days (4* standard 5%)

Information not presently monitored

Percentage of RA claims paid on time within 7 days of decision being made (4* standard 95%)

Information not presently monitored

PI for speed of processing change of circumstances (4* standard  7 days - this is working assumption pending clearer picture of the impact of abolition of benefit periods)

Current performance 10.7 days

Percentage of extended payments decided in 7 days (4* standard 95%)

Information not presently monitored 


Quality performance measures – How we currently measure up?

	PI for accuracy – percentage of correct calculations (4* standard 99%)

Current performance 96.8% 


Overpayment performance measures – How we currently measure up?

	PI for the amount of HB overpayments recovered during the period as a percentage of total amount of HB overpayments identified during the period. 
Information not presently monitored

PI for the amount of HB overpayments recovered during the period as a percentage of total amounts of HB overpayment debt outstanding at the start of the period plus amount of HB overpayments identified during the period

Information not presently monitored

PI for the amount of HB overpayments written off   during the period as a percentage of total amounts of HB overpayment debt outstanding at the start of the period plus amount of HB overpayments identified during the period

Information not presently monitored


Theme 2-Security

Referrals performance measures – how we currently measure up?
	Number of fraud referrals per thousand caseload
Information not presently monitored


Counter fraud activities performance measures – how we currently measure up?

	Performance Indicator: Number of fraud investigators employed per 1000 caseload

Salford currently meeting BVPI targets

Performance Indicator: Number of fraud investigations per 1000 caseload

Salford currently meeting BVPI targets

Number of interventions where review action commenced in the last quarter:  

Month 1

Month 2

Month 3 

Standard is:

Qtr 1- Published minimum monthly interventions target (x1) for the year  

Qtr 2- Published minimum monthly interventions target (x4) for the year  

Qtr 3- Published minimum monthly interventions target (x7) for the year  

Qtr 4 – Published annual interventions target per A34/2004 Revised for the year.
Information not presently monitored

Percentage of data-matches resolved within 2 months

(Standard is 100%) 

Information not presently monitored

Number of claimants visited 

(Standard is the published annual visits target for reviews per A34/2004 Revised) for the year)

Salford not currently meeting standard during 2004/05 although quarterly performance improving 


Sanctions performance measures – How we currently measure up?

	Performance Indicator: Number of successful sanctions per 1000 caseload
Salford currently meeting this BVPI target



Appeals and complaints performance measures – How we currently measure up?

	Percentage of appeals submitted to the Appeals Service in 4 weeks                 (Standard 65%)
Information not presently monitored

Percentage of appeals submitted to the Appeals Service (including those in PM20) in three months (Standard 95%)

Information not presently monitored

Percentage of requests for reconsideration actioned and notified within 4 weeks (Standard 90%)

Information not presently monitored


4. New scoring system   

The revised scoring system aims to recognise the most important areas of performance, through the weighting of particular performance related information particularly in the area of new claims processing. The scoring system states that weighting will be applied at two stages) between the performance measures; and ii) between the four themes. Not all performance measures will be scored and those that are will be graded so that credit is still given if the performance measure is not fully met & recognition is given if the LA exceeds the standard. There will be no grading for the enablers.

The overall score for the Performance standards would be derived from combining the total performance measure score of 1-4 and the total enabler score of 1-4.  

5. LGA response to Consultation paper

The LGA have received many comments from local authorities a summary of which are as follows;

Overall Benefit scoring

Many authorities have suggested the new scoring system is too severe and many representations that Authorities will generally lead to a reduction in present scoring

Quarterly monitoring

LGA believes this will place additional burdens on Authorities and have requested that this be changed to six monthly

6. Summary

The revisions to Benefits performance standards do represent a major challenge to Salford’s Benefits service. Whilst to achieve the 4* assessment, the Authority will not have to meet the 4* rating for every one of the performance/enabler measures, there will be clearly little margin for error and when faced with a difficult domestic agenda with implementation of the new computerised benefits system and local housing allowance, maintenance of our present standard will be challenging. 

The Benefits Fraud Inspectorate, the inspectorate with responsibility for monitoring of the standards, have suggested that where there is compelling evidence to adjust performance scores due to local circumstances such as implementation of national policy initiatives such as local housing allowance, they may be prepared to re-evaluate scores. It is intended to have further discussions with BFI to understand these considerations further and also to examine all new performance indicators so that we better understand our baseline position and examine resource allocation to ensure our assessment position is maximised.

7. Recommendations

Members are asked to note this report
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