Progress against the BFI Action Plan

1. Background
1.1 Following the recently published report of the Benefits Fraud Inspectorate in March 2002, Members will recall that a clear action plan for implementation of all recommendations was set by the Authority outlining how those recommendations would be achieved by December 2004. Members have agreed that on a quarterly basis progress against the plan be reported and this Reports sets out details of

· Recommendations delivered within the last 3 months

· Details of any slippage in target dates 

2. Recommendations delivered within the last 3 months

2.1 Members will find attached full details of performance against the full action plan but I have detailed below some of the more recent developments within the period July 2002 to September 2002. Generally much progress has been made since April 2002 with approximately 87% of all BFI recommendations now implemented (Please note all recommendations which have been implemented are shown in blue). Key recent developments include;

· The introduction of a quality control team undertaking approximately 10% quality audit checks prior to the posting of any payments. 

The Team has to date examined approximately 1,500 cases identifying average accuracy levels on average of 88%. Individual performance information on each member of staff is maintained together with full details of common areas of processing areas. All such information is now being recorded within a database so that appropriate management information is maintained to ensure that key areas of training weakness are identified.

· The commencement of a fundamental review of the Authority’s overpayment recovery strategy to ensure all overpayment recovery options are utilised and improvements in recovery rates are made

· The appointment of authorised persons within the Fraud Investigation Team with specific inspection powers

· Extensive marketing of the Authority’s Benefit Prosecution through local media coverage via BBC GMR and the forthcoming publication of Salford People.

· Several procedural changes within the benefits assessment process to ensure every effort continues to be made to secure the benefit claims gateway such as the introduction of the “fit and proper” test when determining whether payments of Housing Benefit should be made to a landlord and through the introduction of “payments on account” to claimants within the private rented sector

It is clear from the enclosed action plan that through the tremendous efforts of all staff within Salford Direct, several action points have been resolved significantly ahead of schedule. One major development introduced during September has been the introduction of an electronic informal complaints logging system whereby all complaints received via the Contact Centre, in writing or in person can be recorded, monitored and most importantly areas of service improvement identified where appropriate. It is planned to provide in future progress reports to Members more detailed analysis of the results of this process.

3. Details of any slippage in target dates

3.1 Areas where recommendations have still to be implemented or have not been implemented in full are highlighted in purple within the attached plan but the main outstanding items are as follows;

The only area of slippage at the present time has been the introduction of a comprehensive debt recovery policy. It is intended that this policy encompasses all areas of debt recovery facing the Authority including not only benefit overpayments, but council tax, rent and sundry debt and at this stage it is considered that the original target date of September 2002 was ambitious when one considers the large scale of such an exercise. Work has commenced with appropriate Service Directorates in respect of this development in conjunction with the Welfare Rights Unit and it is probably more likely that this matter will be finalised by March 2003.

4. Summary
4.1 Excellent progress has been made within the last quarter as the Authority seeks to implement several of the BFI recommendations whilst  dealing effectively with major procedural change such as Verification Framework implementation and the Corporate Performance Assessment process. It is clear from our discussions locally that Salford Direct is leading the way in taking several initiatives forward such as payments on account and quality auditing checking and whilst in some instances such progress has only been achieved through recent increased staffing resources, it is clear that fundamental improvements within the benefits service have been made. Staffing resource levels within Salford Direct are currently being examined to identify how such momentum can be maintained.

5. Recommendation

5.1 Members are requested to note this report.
CITY OF SALFORD ACTION PLAN TO IMPLEMENT BFI RECOMMENDATIONS

BFI ref
BFI recommendation
COS response
Category*
Action and current status  / dates
Expected action date
Date item closed
Person responsible

2.65
The design of the claim form with respect to font sizes and text style is revised in line with BFI Good Practice Guide
Agreed
2
New form has been redesigned and planned for approval by Plain English Campaign.  Expected release June 2002

June 2002
Bev Connor

2.65
Statements should be included in the claim form to guide claimants who speak other languages and the blind or partially sighted to places they can go for assistance
Agreed
2
New form has been redesigned and planned for approval by Plain English Campaign.  Expected release June 2002

June 2002
Bev Connor

2.65
Consideration should be given to a tick box style checklist to increase the probability of the claimant providing all evidence with their claim
Agreed
2
New form has been redesigned and planned for approval by Plain English Campaign.  Expected release June 2002

June 2002
Bev Connor

2.65
COS ceases sending employer’s certificates to the claimants


Not agreed.
N/A
We have considered and rejected this because it will impact on the claimant if we do not provide the employer’s certificate with the form. Staff have been advised to check employer’s certificates and if necessary contact employers direct to check information. This will also be monitored in quality control checks.
N/A
April 2001
MV

2.65
Controls should be put in place to make the supply of bulk claim forms to HAS secure


Not agreed
N/A
We have considered and rejected this for a number of reasons:

· As part of a wider move to encourage take up; claim forms are easily available from other sources including libraries and from the Internet.  To restrict their issue to HAS is not in the interests of customer service

· Other measures to secure the gateway to benefits, including verification will prevent misuse of bulk issue of claim forms

· The BFI guidance recently provided states that claim forms should be provided to RSLs to promote take up of HB/CTB.
N/A
April 2001
MV

2.65
The list of acceptable documents in support of identity should be revised to show the most secure types of evidence at the start of the list


Agreed
2
New form has been redesigned and is expected to be implemented June 2002.

The list of documents that can be provided to support identity sent out with new claims has been revised and will be available from May 2002.

June 2002
Bev Connor

2.65
The claim form should contain a version number.
Agreed
2
Expected release June 2002

June 2002
Bev Connor

2.84
COS takes action to ensure that incomplete claim forms are returned to the claimant for completion where appropriate
Agreed
2
Guidance has been provided to staff as part of VF training.

March 2002
Bev Connor

2.108
COS takes action to ensure that staff fully verify residency in all new and renewal claims.
Agreed
2
Guidance has been provided to staff as part of VF training.

March 2002
Bev Connor

2.124
COS takes action to ensure that receipt of IS or JSA(IB) is verified for all relevant claims, including renewals.
Agreed
1
Implemented - IS/JSA verified in all cases including renewal claims.

May 2001
Bev Connor

2.124
COS takes action to ensure that staff are aware of the importance of the HB indicator and inform BA in cases where it is incorrectly set.
Agreed
2
Staff have been made aware of importance of HB indicator.  This is a workflow issue at BA since inaction by BA will result in further notifications from COS.  Further discussions to resolve workflow issue at BA are required. Will be held by end of July 2002.
By end of Sept 2002
Aug 2002
Dave Ellicott

2.132
COS takes action to ensure that all income received by claimants is fully verified to VF standards in all relevant cases

provides training to staff to ensure that they are fully aware of the requirements in verifying income to VF standards in all cases.
Agreed
2
VF standards were not mandatory until COS became a VF site in April 2002.

VF training to relevant staff has been provided prior to VF implementation on 1/4/02.

April 2002


Bev Connor

2.147
COS takes action to ensure that all staff refer all appropriate cases to the RO, and that they do so timely.


Agreed
1
Further guidance has been issued to staff.

This will be monitored as part of the quality checking routine.



May 2001
Bev Connor

BFI ref
BFI recommendation
COS response
Category
Action and current status  / dates
Expected action date
Date item closed
Person responsible

2.147
Improves the management and supervisory checking regime to ensure that this issue is included in all checks, so that incorrect cases are identified, and corrective action taken. Any persistent errors in the work of staff should lead to identification of training needs, and these needs must be addressed


Agreed
2
Quality control checks were delayed to enable a number of other initiatives including centralisation and preparation for VF to be undertaken, due to resource constraints. It is likely during 2002/03 that quality checks will be approximately 2% due to other resource priorities.

Implementation of a quality control team planned for May 2002.  Effectiveness of this will need to be reviewed in the light of experience as it beds in.
By end of June 2002
June 2002
Bev Connor/ Linda Roberts/Jackie Saville

2.147
Takes action to ensure that accurate statistics are kept of the number of referrals issued and determinations received
Agreed
2
Staff guidance has been provided to confirm the information that needs to put into the system when dealing with RO referrals.

Quality control checks will commence from May 2002 to confirm that this is being put into practice.

Reports generated from the system will be reviewed when specifying the new system.


By end of June 2002
June 2002
Pam Prendergast

2.158
COS sets up a full check of 10% of all claims. These should be a random sample, preferably computer generated, and should cover all activities including new claims, renewal claims and changes of circumstances.
Agreed
2/3
Further developments delayed to enable a number of other initiatives including centralisation and preparation for VF to be undertaken, due to resource constraints. Although detailed checking will be undertaken within 2001/02 it is likely to be in the region of 2% checks due to prioritisation of resources in other areas.

Implementation of a quality control team planned for May 2002.  Effectiveness of this will need to be reviewed in the light of experience as it beds in

Computer generated selection of cases will not be possible until a new IT system is implemented in 2004.   The current system is extremely old and not capable of providing this data.  Clerical selection using random number methodology will be utilised in the meantime.


By end of June 2002

(Clerical)

By end of Sept 2002

(IT)

By end of Dec 2004
June 2002
Bev Connor/ Linda Roberts/Jackie Saville

BFI ref
BFI recommendation
COS response
Category
Action and current status  / dates
Expected action date
Date item closed
Person responsible

2.173
COS must take action to ensure that POA are made in prescribed circumstances. COS should issue procedural guidance to all staff and undertake management checks to ensure that this is implemented.
Agreed
2
Currently POA are made where a determination from the Rent Officer is awaited and the claim is otherwise complete.

Further guidance will be issued to staff by the end of September 2002. Consideration needs to be given to procedures and system changes to enable payment on account in other cases.
By end of Sept 2002

Linda Ryder

2.201
COS takes action to ensure that it maintains full understanding of the changes to DWP and the location of work within the new agencies.
Agreed
2
Ongoing dialogue with DWP in place.  (At present DWP don’t themselves understand the full operational considerations, and it is unrealistic to expect COS to do so)

May 2001
Bev Connor

2.217
COS takes action to ensure compliance with regulation 68(1) of the HB Regulations and regulation 59(1) of the CTB Regulations. COS must cancel its instructions in Appendix 9/Staff Ins I23/98 with immediate effect, and ensure that all staff follow the legislation when deciding on the effective dates of change for changes of circumstances identified in renewal claims.
Agreed
1
In order to prevent overpayments and protect public funds, determination of the effective date of change is implemented from a safe date whilst investigation with the customer continues.

If there is new evidence of the date of change, determinations are reviewed in the light of a new fact.

This will be monitored as part of the quality control checking procedures.

May 2001
Bev Connor

2.234
COS takes action to ensure compliance with Reg 75 of HB Regs and not allow claimants to pass the responsibility for reporting changes to HAs. This practice is illegal and must cease with immediate effect.
Agreed
1
SLA with HAs have been amended to put beyond doubt that it is the claimant who is responsible for reporting changes in their circumstances direct to COS.

October 2001
Bev Connor

2.234
The SLA with HAs must be amended to ensure that changes are reported as soon as they are known and not after 15 days.
Agreed
1
SLA has been amended to confirm that changes in circumstances must be notified immediately.

October 2001
Bev Connor

2.234
COS takes action to ensure that tailored benefit periods or diary control is used to follow up foreseeable changes of circumstances.
Agreed
1
Reports are printed from system on a weekly basis to check cases where for example WFTC and JSA (cont) are in payment.

May 2001
Jackie Saville

2.234
COS does not allow reported changes of circumstances to sit in the supervisor’s tray unactioned.
Agreed
1
Procedures are in place to ensure that sifting of work in the supervisor’s tray is done on a regular basis to ensure that changes of circ’s are put into the correct tray.

May 2001
Linda Ryder/Sue Daniels

2.234
COS applies the fit and proper person test to those landlords who have failed to report changes of circumstances and stops direct payments where this is appropriate.
Agreed
2
The current arrangements are that Overpayment and Fraud staff consider whether it is appropriate to stop direct payments. Where a decision is made to stop payments benefit processing staff are made aware of this fact. COS have stopped payments to some landlord’s in the past and therefore evidence is available to confirm that the regulations are being applied correctly.

Further guidance will be provided to all staff to ensure that they are aware of the fit and proper test.
By end of Sept 2002
Aug 2002
Paula Astles/June Lindley/Sue Daniels

2.234
COS takes action to ensure that the level of reported backlog with Housing Department includes figures relating to changes of circumstances.
Agreed
1
This information has been recorded since the centralisation of the benefit section in May 2001.

May 2001
Linda Ryder/Sue Daniels

2.234
We recommend that COS encloses advice on the claimants responsibility to report changes of circumstances with benefit cheques.
Agreed
1
This information has been included on instrument of payments since May 2001.

May 2001
Paula Astles

2.242
COS reviews and monitors notification letters to ensure that they are fully compliant with the regulations and that statements are accurate and appropriate in each case.
Agreed
3
A review of notification letters will be undertaken by the end of March 2003 and changes will be implemented as appropriate. Account will be taken of the fact that there is a proposal to consider a new benefit system 2003/04.
By end of March 2003

Staff Development group

2.262
COS prepares and implements a plan for the introduction of targeted checks. This should be undertaken in conjunction with a training plan to ensure that COS is carrying out targeted checks to at least the standard demanded by the VF.
Agreed
2
VF was implemented in COS wef 1/4/02 and training has been provided to benefit staff and other staff e.g. housing staff who will be receiving information e.g. claim forms. A training plan was devised and training was delivered in accordance with the plan to ensure that relevant staff received VF training prior to 1/4/02.

March 2002
Bev Connor

2.272
Any officers who carry out visits are trained in the completion of claim forms and in the quality of evidence required to satisfy the VF.
Agreed
2
VF training has been provided to visiting officers to the required VF standard.

March 2002
Bev Connor

2.272
Records of visits are made and the outcome of these visits is recorded. We further recommend that an analysis of this information be carried out to ensure that resources are at the correct level and evaluate effectiveness of the visits. In addition, the visiting officer should be trained in the use of the new claim form and evidence requirements for the VF.
Agreed
2
VF visits have commenced from April 2002.

Information is being recorded from April 2002 to evaluate the effectiveness of visits and training has been provided to visiting staff to ensure that evidence recorded during a visit is to VF standards.

April 2002


Bev Connor/Janet Mcgrail

2.272
Visiting officers carry a valuables book and always issue claimants with a receipt when valuable items are taken away.
Agreed
2
Receipts are issued to Claimant’s when valuable items are taken away from April 2002 when VF visits commenced.

April 2002
Janet Mcgrail

2.309
COS sets up a single register for informal complaints concerning the benefit service and counter fraud and carries out regular analysis of the reasons for informal complaints to improve the service and inform training needs.
Agreed
3
A review of procedures for dealing with and recording informal complaints will be undertaken by March 2003.
End of March 2003

Steve Fryer

2.321
COS

· takes action to ensure by checking, training and guidance that the fit and proper person test HB Reg 93(3) and reg 94 (1B) is applied

· sets up a landlord forum with private landlords using what it has learnt through liaison with HAs as a basis

· sets up and maintains a list of local landlords, including information on those who have had direct payments refused for failure of the fit and proper person test.

· Issues a pack to landlords informing them of their rights and obligations.
Agreed
2
As stated previously guidance will be provided to relevant staff in order that the fit and proper test is properly applied.

Landlord forum with private landlords has been set up since April 2001 and meetings are held at least quarterly.

A list of landlords who have had direct payments of benefit refused for failure of the fit and proper person test has been set up from April 2001.

A landlord pack was issued to all landlords in May 2001 and is issued to all new landlords as they are set up.
By end of Sept 2002
April 2001

May 2001

May 2001
Paula Astles/June Lindley/Sue Daniels

Bev Connor

Janet Mcgrail

Bev Connor

2.331
COS provides full training on IT security matters, and COS policies on the issue.
Agreed
3
Training will be provided to all relevant staff by end of March 2003.
By end of March 2003

Roger Bell

2.338
COS introduces a more robust staff vetting regime, to ensure that prospective employees:

· have a history free of fraudulent activity

· to the best of the knowledge of COS, can be relied upon to deal appropriately with the vast amount of personal information to which they will have access.
Agreed
2
Discussions will take place with the Personnel Department in order to change the current procedures in line with these recommendations.
By end of Dec 2002

Martin Vickers

2.344
COS amends its general post opening procedures to meet the standards set out in the BFI’s Good Practice Guide
Agreed
2
A full review of current post opening procedures has been carried out and from 8/4/02 the Revenues Support Team open the benefit post. Account has been taken of the standards set out in the BFIs Good Practice Guide.

April 2002
Linda Young

2.344
COS produces more comprehensive instructions on procedures for dealing with incoming mail.
Agreed
2
A review of procedures for staff has been undertaken and relevant staff will receive the appropriate guidance and training by the end of April 2002.

April 2002
Linda Young

2.344
The benefits post-opening operation is supervised throughout.
Agreed
2
A supervisor will oversee the post opening from 8/4/02 when the Revenues Support Team take over the responsibility for post opening.

April 2002
Linda Young

2.359
We recommend that:

- COS monitors the use of benefit correspondence document designators and addresses the reasons for this being used when a more specific designator is appropriate.
Agreed
1
A review of document types has been undertaken and where appropriate new document types have been set up to ensure that documents are dealt with more speedily.

May 2001
Linda Young/Linda Ryder

2.365
COS

-puts appropriate checks in place to ensure that claimants in receipt of BACS payments are still entitled to benefit, such as obtaining originals of bank statements, use shorter benefit periods, checks by telephone, post or visit.

-  should make payment by BACS to landlords in all possible cases.
Agreed
2
A sampling exercise will be undertaken during 2002 of cases where the claimant is paid by BACS and further checks and procedures will be amended in light of the findings.

System changes are required to pay landlords by BACS and they are expected to be completed by end of June 2002.
By end Dec 2002
June 2002
Janet Mcgrail

Bev Connor

2.379
COS:

· puts stringent controls in place to minimise the number of staff that have access to the blank cheques stored in the IT section to reduce potential for internal fraud

· restricts the access to the printing room to the staff responsible for the cheque run when the cheque run is undertaken


Partially Agreed
1
Following a review that included the cheque security procedures by the Internal Audit Section in March 2001 a report was issued in May 2001. IT has implemented changes in line with the recommendations in the report where possible.

However, whilst there are restrictions on the number of staff having access to the printing room it is impractical that only staff responsible for the cheque run are present during the periods that the cheque run is undertaken. The printing room also houses the servers for the main City Council IT systems and other staff need access at all times.



September 2001
Terry Bridge

2.379


· immediately implements a cheque reconciliation procedure
Agreed
2
Controls are in place in IT to reconcile the number of cheques produced and passed to payment control staff in the benefit section.

COS has in place a cash reconciliation procedure that reconciles the authorities cash account to the bank account. The procedure provides for a monthly reconciliation to be completed by the end of the following month but at the time of the BFI inspection staffing vacancies had led to delays in carrying out the work. Resources have been concentrated on the reconciliation work and it is anticipated that the process will be up to date by the end of April/ beginning of May. The process is being monitored closely and it is intended that any problems areas in the future will be addressed immediately.


By end of June 2002
Aug 2002


Terry Bridge

Winston Guest

2.386
COS implements a reconciliation process for BACS payments.
Agreed
1
This is now being undertaken

April 2001
Janet Mcgrail

2.399
COS

· implements a three monthly report of unpresented cheques for investigation

· Payment Control staff receive further fraud awareness training to enable them to identify likely fraudulent reasons for non-presentation of cheques.
Agreed
2
Discussions are taking place with accounts section to produce reports.

Training needs will be addressed when above arrangements are in place.
By end of June  2002
Aug 2002
Janet Mcgrail

2.405
COS undertakes a 10% random security check of all payments to deter and detect internal fraud.


Agreed
2
Resources will be available from May 2002 to undertake quality control checks and this will be included in sampling. Whilst the aim will be to carry the recommended 10% check it is unlikely that this will be achieved with the resources available to this area of work.
By end June 2002
June 2002
Steve Fryer

2.430
COS produces a formal training plan to address its training needs. The plan should:

· set out dates for the delivery of each aspect of training

· identify the staff to be trained on each issue

· analyse the potential impact on operations, and

· set out a strategy for minimising the effect on performance.
Agreed
2
A formal training plan was developed to deal with the centralisation of benefits in May 2001and training was delivered in accordance with the plan.

A formal training plan was developed prior to the implementation of VF on 1/4/02 and training was delivered in accordance with the plan.

A formal training plan for 2002/03 will be developed following information from needs analysis exercise due to take place April/May2002.


By end of June 2002


June 2002
Kath Haughton/Jane Sumbland/Annette Freeman

2.435
COS provides all relevant staff with up-to-date, clear and accurate guidance in user-friendly form.
Agreed
1
Guidance is provided to staff on-going in a user-friendly format.

May 2001
Bev Connor

2.437
COS fully implements the staff appraisal system as soon as possible, to provide the intended benefits to the staff and the training regime.
Agreed
1/2
Staff involved in benefit processing have either had an appraisal recently or will have an appraisal by the end of September 2002. Training needs are being collated and dealt with as appropriate.
By end of Sept 2002
June 2002
Steve Fryer

2.443


We recommend that:

· BA and COS:

· address the problems with HB indicators as a matter of urgency

· ensure that EP’s are dealt with promptly.
Agreed
2
This information can be provided but this needs to be discussed with the BA, as it will require resources on their part to correct their system. Discussions will take place before the end of June 2002.

Procedures are in place for dealing with EP claims as Category.
By end June 2002
Aug 2002

To be resolved in liaison meeting July 2002. Monitoring of incorrect cases now being undertaken June 2002.

May 2001
Dave Ellicott

2.450
COS takes action to ensure that there are arrangements in place with ES offices for passing details of changes of circumstances. In addition monitoring of this should take place to ensure that any problems can be addressed.


Agreed
2
Current SLA with ES is due to be reviewed in May 2002 in light of changes introduced by DWP from April 2002.
By end of June 2002
Aug 2002

To be resolved in liaison meeting July 2002
Dave Ellicott

2.455
COS develops and introduces a comprehensive debt management policy.
Agreed
2
This is being developed and will be completed by September 2002.
By end Sept 2002
Aug 2002
Martin Vickers

2.455
COS sets realistic recovery target
Agreed
2
New PI targets to be proposed to Scrutiny Committee in April 2002.
May 2002

Martin Vickers

2.455
COS takes action to ensure that procedural guidance is updated regularly.
Agreed
1
Procedural guidance is updated on a regular basis.

April 2001
Bev Connor

2.481
COS takes action to ensure that the designated officer test is being properly applied.
Agreed
1
This has been addressed by identifying staff that make independent overpayment decisions.

December 2001
Janet McGrail

2.481
COS takes urgent action to ensure that all overpayments are correctly classified.
Agreed
2
Overpayments are being classified promptly. Quality control checks will be carried out from May 2002 to ensure that overpayments are classified correctly and training and guidance provided where weaknesses found.
By end of June  2002
Aug 2002
Paula Astles

2.481
The designated officer remains independent of the fraud team.
Agreed
1
This has been implemented.

December 2001
Janet McGrail

2.487
COS takes action to ensure compliance with reg 99 and reg 101 of the HB regs. We recommend that COS puts in place procedures that provide a clear audit trail of a decision to recover and from whom to recover.
Agreed
2
Partial implementation in respect of the non-recovery of fraudulent overpayments from landlords unless they are found to be involved in the fraud.

A full review of current procedures will be undertaken by the end of September 2002.
By end of Sept 2002
Aug 2002
Paula Astles

2.492
COS takes action to ensure that new claim cases, where outstanding overpayments exist, are identified and passed to the recovery team for prompt action.
Agreed
2
Further guidance will be provided to processing staff to ensure that they check overpayment records and pass information to the overpayment section for prompt action. This will be completed by the end of September 2002.
By end of Sept 2002
Aug 2002
Paula Astles/Sue Daniels

2.492
COS treats all claimants equitably and ensures that deduction rates are stated in the overpayment recovery policy and used in practice.
Agreed
2
The overpayment administration was centralised from November 2001 and a review of recovery procedures will be completed by the end of September 2002.
By end of Sept 2002
Aug 2002
Paula Astles

2.497
COS removes immediately the reference to an annual increase in the overpayment amounting to 8% increase from final reminder issued to customers.
Agreed
2
To be actioned in consultation with legal, and IT who will be responsible for both the changes to wording and system changes to benefit notification letters.


By end Sept 2002

Janet Mcgrail

2.503
As a matter of urgency COS makes full use of HB (recovery of overpayments) Regulations which enable Las to recover HB overpayments from payments to landlords.
Agreed
1
This has been implemented from October 2001.

October 2001
Paula Astles

2.505
COS works closely with BA to recover overpayments from benefits paid by BA.
Agreed
2
Liaison meetings have been held with the DWP’s Debt Management services and recovery is continuing by this method.



January 2002
Sue Bell/Sharon Rudd

2.508
COS rigorously pursues outstanding debt by taking legal action where appropriate.
Agreed
2
Discussions are currently being undertaken with Legal Services to intensify legal action from April 2002.

The effectiveness of this action will be monitored.
By end Sept 2002
Aug 2002
Paula Astles

2.509
COS pursues the recovery of overpayments using a debt collection agency where appropriate.
Agreed
3
Trial exercise with third party debt collection agency to commence 2002/03 after legal action shown above has been undertaken
By end of March 2003

Janet Mcgrail

2.514
COS agrees and clearly publicises a write-off policy to ensure appropriate outstanding debts are written off and future debts are subject to the policy.
Agreed
2
This will be completed by September 2002
By end of Sept 2002
Aug 2002
Martin Vickers

2.514
COS reviews old debts and either attempts recovery or writes off the overpayment.
Agreed
2
As above
By end of Sept 2002
Aug 2002
Martin Vickers

2.514
COS introduces targets for the reduction in length of time taken to recover an overpayment.
Agreed
2
As above
By end Sept 2002
Aug 2002
Paula Astles

2.519
COS produces weekly reports of debt outstanding, which include details of recovery achieved by value and volume with a breakdown and analysis of the age of the debt.
Agreed
2/3
Partially implemented in respect of third party deduction recovery and LA recoveries.

Further work will be undertaken as part of the systems specification to generate reports
By end of March 2003

Paula Astles/Sue Bell/Sharon Rudd

2.519
At least 10% of all overpayment cases are subject to management checks and the results are used to inform training and future strategy regarding overpayment recovery in COS.
Agreed
1/2
Quality checks are being undertaken but due to resource issues not to the level of the recommended 10% due to resource constraints.

A further review of all quality control work will be undertaken once the new quality control team is in place in May 2002.


By end of June 2002
Aug 2002
Paula Astles/Sue Bell/Sharon Rudd

2.545
COS should review its anti-fraud and corruption strategy. The strategy should include:

· its policy on prosecuting benefit fraudsters

· what actions are to be taken against internal fraudsters

· its commitment and methods to recover money owed

· how COS will counter fraud by using BIT

· how COS will counter fraud by enlisting the help of, and building partnerships with, other government departments and agencies

· arrangements for reporting its effectiveness to Members.
Agreed
2
Revisions to strategy to be brought before Corporate Services Lead Member by May 2002.
By end of June 2002
June 2002
Janet Mcgrail/Don Simpson

2.545
COS introduces clear objectives and responsibilities within the strategy, which should be monitored and measured regularly to ensure their achievement. There should also be a structure for meaningful monitoring, review and evaluation of internal procedures.
Agreed
2
Being implemented within 2002/03 performance monitoring reports.

March 2002
Janet Mcgrail/Don Simpson

2.560
COS’s BIT strategy should be amended and incorporated into the corporate anti-fraud strategy, and include the following:

· the roles and responsibilities of the BIT

· roles and responsibilities of team members

· its prosecution policy

· a publicity policy

· BIT staff code of conduct

COS’s BIT should then adhere fully to the requirements of the strategy.
Agreed
2
Still to be implemented corporately (Internal Audit), and will be undertaken in 2002/03 once BIT’s anti-fraud and corruption strategy approved by Corporate Services Lead Member.
By end of June 2002
June 2002
Janet Mcgrail/Martin Vickers

2.568
A comprehensive BIT code of conduct should be introduced and managers ensure compliance by conducting regular checks.
Agreed
3
This will be introduced by March 2003
By end of March  2003

Janet Mcgrail

2.605
COS collects and categorises its fraud data in such a way as to allow analysis of the type, source and outcome of its investigations.
Agreed
2
Implemented April 2002

April 2002


2.605
COS take action to ensure that the fraud manager applies sufficient management checks to enable COS to identify fraud cases and fraudsters that present the greatest risk and enables it to direct its efforts and resources to better effect.
Agreed
2
Implemented following an increase in managerial resources in this area.

January 2002


2.615
COS reviews its referral form to create consistent information capture.
Agreed
2
Electronic referral form to be introduced from May 2002
By end of June 2002
July 2002
Linda Ryder

2.615
COS takes action to ensure that the BIT gives feedback to all known sources of referral to ensure that consistency and quality of referrals is maximised.
Agreed
2/3
Partially implemented but feedback to staff not provided in all cases. This will be reviewed and implemented before 31/3/03.
By end of March 2003
Aug 2002
Janet Mcgrail

2.631
COS should make full use of FIMS facilities thereby:

· enabling the fraud manager to manage workflow

· improving management of fraud investigations

· informing future activity and target fraud awareness training more effectively.
Agreed
1
Implemented in April 2001 following full implementation of the FIMS.

April 2001
Janet Mcgrail – management reports

2.631
COS takes action to ensure that:

· the existing data on its FIMS database is accurate and ensure that future input of data is accurate, consistent and follows agreed data entry standards

· sufficient training is provided for any staff responsible for the input of data

· management information is used to inform Members of the fraud risk in COS and true counter fraud performance of the BIT.
Agreed
1
Implemented in April 2001 following full implementation of the FIMS.

Software supplier has provided additional training to the relevant staff.

Reports are being generated to inform managers and members of the work being undertaken by the BIT.

April 2001
Janet McGrail

2.652
COS urgently carries out a review of its referral handling system to ensure that:

· all appropriate referrals are dealt with quickly

· inappropriate referrals are sifted out.
Agreed
1
Implemented June 2001

June 2001
Janet McGrail

2.662
COS takes action to ensure that referrals are accepted or rejected within 5 days of receipt by the BIT. We further recommend that management checks should be made to ensure compliance with this timescale.
Agreed
1
New sifting arrangements have been in place since June 2001. Due to resource levels management checks to ensure compliance with timescales are not being undertaken to the recommended standards.

June 2001
Janet McGrail

2.683
COS takes action to ensure that all allegations of fraud are considered and investigated quickly where appropriate. The decision to investigate must be based on a real intent to remove fraud from the benefit system and not on WBS scoring.
Agreed
1
New sifting arrangements have been in place since June 2001 and appropriate cases are passed for investigations quickly as possible. Due to the number of referrals requiring action the BIT do not always deal with cases within satisfactory timescales. Investigations are not driven by WBS scorings.

June 2001
Janet McGrail

2.683
COS, as part of a concerted management checking regime, should scrutinise all cases awaiting allocation. This should include steps to establish whether referrals are worthy of investigation or are considered too old to pursue.
Agreed
1
As stated above new sifting arrangements were introduced from June 2001 and the backlog of cases, which had built up prior to the BFI visit was reduced significantly.

June 2001
Janet McGrail

2.700
COS should delay no further in appointing inspectors (authorised persons). They should be appointed by the Head of Paid Services and be given a certificate of appointment.
Agreed
2
To be implemented before end of September 2002
By end of Sept 2002
Aug 2002
Janet Mcgrail

2.700
Inspectors (authorised persons) should be appointed for a period not exceeding one year, and appointments should be:

· reviewed thereafter

· the subject of management checks to ensure user integrity

· terminated when appropriate staff leave the employ of COS or the need diminishes.
Agreed
2
To be implemented before end of September 2002.
By end of Sept 2002
Aug 2002
Janet Mcgrail

2.727
Fraudsters identified during Operation FOSAL are prosecuted or given administrative penalties or LA cautions where appropriate.
Agreed
2
Ongoing action relating to decisions to prosecute & penalties / cautions is now in the hands of BA solicitors and all relevant cases are with them

March 2002
Janet McGrail

2.750
COS takes urgent action to:

· analyse and pursue where relevant all potential fraud cases identified by data matching

· ensure that all cases for benefits re-adjustment are referred and actioned where appropriate by the benefit teams

· ensure that the fraud manager liaises with the benefits manager and provides the necessary management information to make sure these cases are dealt with more effectively in future.
Agreed
1
Recent data matching work is now being kept up to date and where appropriate the cases are being referred to the benefit processing section for action.

Regular meetings take place between the fraud manager and senior managers to discuss workload issues including data matching work.

A review of previous data matching information is being undertaken with a view to deciding the appropriate action that should be taken in each case.
By end of Sept 2002
December 2001
Janet Macgrail/Dave Singleton

2.757
COS:

· records DNR cases to allow them to be identified more easily and allow an assessment of the effectiveness of the initiative

· extends the DNR scheme to all benefits mail

· investigates DNR cases swiftly to ensure benefits are reviewed when changes of circumstances are notified.
Agreed
1
Procedures have been put into place to record DNR cases although since the BFI inspection not one case has been notified to COS.

This has not proved to be a successful measure to combat fraud in Salford since these procedures were implemented.

January 2002
Janet McGrail

2.795
COS:

· amends its prosecution policy to include the issuing of formal cautions as a deterrent to fraudsters

· puts in place management controls to ensure that the prosecution policy is followed and the full range of sanctions applied as appropriate

· puts in place processes, resources and skills to ensure that this part of the prosecution policy can be delivered.
Agreed
2
To be brought before Corporate Services Lead Member by May 2002.

Training has been provided during 2001/02 regarding this area of work and improvements have been made in the number of cases where a successful prosecution/sanction has been implemented.


By end of June 2002
June 2002
Janet Mcgrail

2.795
COS takes action to ensure all investigators are trained and proficient in IUCs and that these take place in all appropriate investigations.
Agreed
2
Partially implemented. 75% of Fraud Investigation staff has received this training through PINS accreditation.

A further request for more PINS training has been sent to DWP March 2002 and we are awaiting a response
By end of Dec 2002
Aug 2002
Janet Mcgrail

2.812
We recommend that:

· Basic management checks should be re-instated. They should be used to:

· encourage a swift conclusion to investigations

· close non-productive files

· ensure efforts are focused on cases that are likely to produce a positive outcome

· provide assurance of investigation quality

· ensure referrals are dealt with swiftly

· ensure that sifting criteria are effective

· ensure that the initial referral justifies investigation.
Agreed
2
A review of resources required to carry out management checks will be undertaken and will commence by end September 2002.


By end of Sept 2002
Aug 2002
June Lindley/Jackie Headford

2.821
COS reviews training for the BIT and provides PINS training.
Agreed
2
75% of Fraud Investigation staff has received this training through PINS accreditation. Further training has been requested by DWP for remaining staff.
By end Dec 2002
Aug 2002
Janet Mcgrail

2.825
COS monitors its performance against all targets set out in the SLA.
Agreed
1
Monitoring of SLA is undertaken and meetings are held at least quarterly to discuss service levels and general issues.

April 2001
Janet McGrail

2.845
COS monitors its performance to ensure it achieves the national standard (10 days) for the return of QB64s.
Agreed
1
Implemented although national standard have not been reached in all cases due to delay in system producing O/P information. This will be considered when specifying the requirements of a new HB/CTB system.

March 2002
Janet McGrail

