SALFORD CITY COUNCIL CORPORATE SERVICES - CUSTOMER SERVICES DIVISION

To:
Alan Westwood, Director of Corporate Services
From:    
Martin Vickers, Head of Customer Services 

cc: 
John Tanner; Steve Fryer; Mike Benjamin; Chris Southern; Andrew Pringle; Bev Connor; Bob


Daniels; Janet McGrail; Jackie Phillips; Ian Rodger; Lynne Goslin; Amanda Rice; Allison Lobley                                         

Date: 
23 November 2004
Subject:
Monthly Progress Reports – OCTOBER 04 

1. SALFORD DIRECT
1(a) Internal Services

Performance

See the table at the foot of this document.

Council Tax Collections
Collections as at the end of October stood at 61.89% compared with 60.7% at the same time last year. Performance continues to show an improvement on last year and the team are striving to maintain this. During October, £1,058k has been collected in respect of arrears accounts.

So far this year recovery activity has resulting in the following:

                                              October 2004             September 2004            Year to date

Reminders                                 2,452                           2,812                           25,642

Summonses                              1,627                           1,705                             9,202               

Liability Orders                               -                              1,469                             5,674

Cases referred to bailiff               858                                 69                             3,362

The debt profile for September and October is shown below:

                    September 2004                                                     October 2004

 Year          No. of Cases   Amount £                 No. of Cases                        Amount £

1993/4               8                       1,275                        12                                           2,159

1994/5             18                       3,054                        19                                           3,199

1995/6             20                       5,010                        19                                           4,889

1996/7             30                       6,896                        31                                           7,319

1997/8        3,869                   796,100                   3,433                                       672,126

1998/9        6,080                1,129,889                   5,779                                    1,041,503

1999/0        6,501                1,304,500                   6,238                                    1,214,607

2000/1        7,532                1,650,895                   7,263                                    1,557,493                                   

2001/2        8,034                1,868,521                   7,597                                    1,730,386                                   

2002/3      10,691                2,708,602                   9,823                                    2,428,718                                   

2003/4      16,082                4,475,615                 14,832                                    3,996,494

2004/5      72,607              29,917,422                 73,105                                  24,874,112

Totals    131,472            £43,866,504                128,151                               £37,533,005

The outstanding debt as at 1 April 2004, totalled £79.537m and due to collection activity and amendments to accounts, the outstanding liabilities have reduced by over £42m.

Business Rate Collections

Collections at the end of October stood at 67.43%, compared with 69.40% as reported at the same time last year. Collections continue to run behind those of last year, a situation, which is expected to be overturned towards the end of the year. During October the recovery process for business rates has continued as follows: 

                                                  Cases        Value  

Reminder Notices
             189
£434k

Summonses


 231
£1,052k

Liability Orders Obtained
 173
£688k

Cases referred to Bailiff  
 13
£24k
Benefits & Council Tax Administration

Benefits and Council Tax workload levels stood at 4,745 as at the end of October, which comprises 563 private sector benefit cases, 219 in the public sector, with 3,963 relating to Council Tax billing. At the same time last year the overall workload figures stood at 4,472. 

Despite the higher level of outstanding workload the team continues to maintain performance, which is reflected in the dates of the oldest correspondence, details of which are shown below: 

                                                            End of October

Benefits Reviews (former renewals)            25/10/04

New Benefits Claims                                    28/10/04

Benefits Amendments                                  27/10/04

Council Tax                                                  24/9/04

Since the last report it has been decided to delay the implementation of the new computer system for Council Tax and Benefits so that essential project work can be completed. 

Although this will mean that the new system will not now go live until 2005/6 this will allow time for further system testing, data checking and additional staff training to be undertaken.

Benefits Overpayments 

The debt profile is shown below together with details of the position at the start of the year:

                            1 April 2004             4 November 2004

                              £                                          £                                     

1993/4                 1,779                                  1,650                          

1994/5                    986                                  1,030                         

1995/6                 5,675                                  4,721                           

1996/7               21,845                                19,222                           

1997/8               46,450                                43,652                           

1998/9             139,531                              133,960                           

1999/0             265,278                              254,564                           

2000/1   )                                                    268,624                           

2001/2   )                                                    260,144                           

2002/3   )                                                    435,282                           

2003/4   )      2,058,870                              857,940                           

2004/5                  nil                                  905,594                           

Totals         £2,540,414                         £3,186,383                

The data for April, shown against 2003/4, includes the outstanding debts for the four years indicated.

The Overpayments Team are currently piloting a scheme (25 cases) in which the DWP Remote Access Terminal is used to trace next of kin details for deceased debtors so that attempts can be made to recover outstanding debts from the estate of the deceased. The early results of this exercise have not been encouraging but the pilot will continue to its conclusion so we can establish the way forward for this type of case.

The team are also working with colleagues in I.T. Services to introduce bar coding on documents that will allow customers to use these to make payments without using the current plastic payment card, which currently cost around £1 each to produce and dispatch to customers. The alternative bar coding solution has no significant cost implications to the service, other than at this development stage.

Benefits Investigations

Officers undertook the second part of Operation Zouk recently. 

Greater Manchester Police raided three properties in the Salford area in the early hours of the morning, with officers from our Investigations Team, DWP and Trading Standards in support. All the claimants were arrested and taken to The Crescent Police Station where they were subsequently interviewed under caution then bailed until February 05. 

After we complete further investigations we will interview them again under caution and at that stage charge them. The operation was a complete success and the BBC attended to film the day with a view to including this in a program due to be shown in January 2005.

Operation Beatsweep took place over 3 days in October, with officers from GMP, our own Investigations Team and DVLA attending various sites around the city where vehicles were being stopped. 

Using a camera system located in a police vehicle, which reads car number plates and automatically reads the DVLA database to check their records, an assessment is made as to whether to stop the vehicle. 

If any problems are found during the check the system alerts officers parked further down the road and the vehicle is stopped. Stolen vehicles and out-of-date tax disks are some of the many things it can identify. 

DVLA clamped many vehicles on the spot for no road tax etc and subsequently removed them to a compound.

GMP issued numerous tickets for no insurance/no driving licence/no MOT and arrested one male who has been wanted for some time in connection with outstanding warrants in Avon and Somerset and also an outstanding warrant in Torquay.

The drivers and occupants of the stopped vehicles were questioned by Investigation Officers to identify those who were claiming benefits. Of the vehicles that were stopped and occupants questioned (from the Salford area), 24 of the drivers did not claim any benefits. Four did claim benefits and these were checked and found to be correct. 

13 cases were identified as “Potential Fraud cases” and required further checking on return to the office after the operation. In ten cases it was decided to take no further action at this time, but in three cases it was decided to set them up as Fraud Referrals and these are currently under investigation.  

This was an excellent operation in which all the agencies involved were able to share experiences of other types of work and we look forward to similar operations in the future.

Department of Work and Pensions Funding Bid

Salford Direct have for some weeks been trailing a dual screen workstation. This provides the staff with two PC monitors to use as though they were one and allows two full size images to be displayed at one time. 

This is preferable to the way we use single screens, with smaller images where staff have to toggle between them. 

To introduce these across the benefits service would involve a significant investment and to help with this a bid for DWP Performance Funding was submitted. We have just been informed that that this bid has been successful and that we have been awarded £120k to help fund this project. 

As part of the submission we had to indicate that we anticipate that in using dual screens the performance of the service against our monitored performance indicators will improve.

Cash Receipting and Income System

This new system continues to perform well; detailed below are the transactions for Sept/Oct: 

	Type of transaction
	September 2004
	October 2004

	Postal Remittances
	 17,042              £5,430k
	12,118                £4,740k

	Internet Payments
	     835                   £100k
	    856                      £91k

	Automated Telephone Payment
	  1,131                  £133k
	    996                    £103k

	PC-PDQ
	      52                       £1k
	      51                        £4k

	Post Office Payments
	57,636               £2,781k
	55,702                 £2,653k

	Telephone Payments
	  3,083                £1,081k
	  2,893                    £380k


Out of hours payments for October made over the Internet (256 transactions) and by Automated Telephone Payments (197 transactions). 

For September payments made over the Internet (215 transactions) and Automated Telephone Payments (214 transactions). All these transaction are included in the above.
1(b) External Services

Call Centre Performance

This month has seen performance return to a more acceptable level. It has been a difficult time recently for the call centre as mentioned in last month’s report; however, a number of staff have been recruited to replace those who have left, some have already taken up their positions and the remainder will do so shortly. 

To help in the area of NPHL, a housing training programme will take place shortly for six temporary staff that will take up positions in January 05. It is hoped this course of action will ensure the NPHL element of the business remains fully resourced.       

	
	Offered
	Answered
	
	Service Level
	% Answered

	
	
	
	
	
	

	April
	56984
	50474
	 
	71
	89

	May
	52379
	46922
	 
	74
	90

	June
	59851
	54211
	 
	78
	91

	July
	60933
	54216
	 
	74
	89

	August
	67402
	56341
	 
	61
	84

	September
	71476
	56051
	 
	52
	78

	October
	61655
	52866
	 
	68
	86

	Total
	430680
	371081
	 
	68.29
	86.71


	CUSTOMER SATISFACTION
	Salford Direct
	NPHL

	
	Oct 04
	Oct 04

	Very Satisfied
	38
	39

	Satisfied
	56
	50

	Dissatisfied
	4
	10

	Very Dissatisfied
	2
	1


Advice Team Performance

	Civic Centre Phase III
	
	
	
	
	

	Week Commencing
	04/10/2004
	11/10/2004
	18/10/2004
	25/10/2004
	Month end summary

	Reception 1
	130
	102
	95
	132
	459

	Reception 2
	270
	205
	247
	169
	891

	TOTALS
	400
	307
	342
	301
	1350

	
	
	
	
	
	

	NPHL
	214
	110
	138
	197
	659

	NPHL-Appointments
	22
	20
	29
	19
	90

	Total
	236
	130
	167
	216
	749

	
	
	
	
	
	

	Total nos. of visitors to 

Civic phase III
	
	
	
	
	

	
	636
	437
	509
	517
	2099

	
	
	
	
	
	

	Total Seen By Floorwalker
	564
	592
	548
	554
	2258


Salford Handy Person Scheme
There have been four pilot ‘Handy Person’ schemes across the city, which have proved very successful. 

Following a funding bid, £350K has been made available to set up a scheme for the whole of the city. This was achieved through a joint bid between Social Services, Housing and the PCT. 

Salford is the first in the country to have this scheme, so as such is a ground breaking initiative. The scheme involves a one-stop shop approach to repairs and general maintenance and the Call Centre has been approached to deal with the requests made by those customers who wish to access the service. 

A dedicated line is being considered where people could telephone the Call Centre, to 

· Find out more about the service

· Book an appointment to have a job carried out

· Make sure people who arrive on the customer’s doorstep to do the work are who they say they are, etc.

There is still some way to go in developing this piece of work. In fact, the tendering process to find out who will carry out the repairs will not commence until December 04. It is hoped that once the contract has been awarded the scheme will be launched in April 05.

Anti-Social Behaviour Reporting
Although this subject is covered as one of the ‘Think Customer’ themes, an interim solution is being developed as part of the action zone initiative. This concept will involve providing a single telephone number, authority wide, for receiving all ASB reports (including hate crime). This 'ASB Hotline' number should be easily memorable and may be supplemented by an equivalent web reporting facility (though this may not be available in the timescales above).  This concept will complement the ‘Think Customer’ theme, which once complete will not only provide a central point of contact but also join up the back office service delivery. There is still some design work to be carried out particularly within the Citizen CRM system but it is hoped that the concept can be launched in January 05.   

Flu Jab Campaign

This has seen the start of the flu jab campaign with front line staff providing valuable benefit advice to all those who attend each clinic. So far this month, members of the Advice Team in conjunction with the PCT, have attended forty-two separate clinics in both city council and outreach locations. The most high profile event being the ‘Flu Bus’ that attended the Morrison’s   supermarket in Eccles and event covered by the BBC Politics show.  

Outreach Work - Crest 

The technology is now in place to carry out advice work from Crest and the expected start date is the 8 January 05. The reason for the delay in implementing this surgery is to allow for volunteers to leaflet drop 1000 homes to advertise surgery. Additional advertising will be placed in the Kersal and Charlestown New Deal Newsletter, which will be issued to 5000 properties in the area.

Pharmacies

The team has recently started to work with a number of local Pharmacists in the area of giving benefit advice. Advisors work with customers who might be unsure if they are entitled to free prescriptions or need debt advice. This work is a very early stage and further information will be available as the project matures.   

2. COMMUNITY TELEMATICS

ICT in the Community Project
New sessions training sessions covering Basic Introduction to Computers have started at Broughton library, Walkden library, Height library/Community centre (x3), Irlam library, Eccles library, Langworthy Cornerstone, Buile Hill CLC and Swinton library.  New sessions are due to start in the near future at Boothstown Community Centre (2) and St Andrew’s School in Boothstown. 

Progression groups doing accredited training have recently started at Broughton library and Walkden library. 

In terms of regular training sessions the project is maintaining over 40 sessions a week and since Sept 01, over 2,500 people have attended courses.

Arts and Media Project

A Project Manager for CRIIS (Creative Industry In Salford) started on 1 Oct.  Already a couple of small funding bids have been successful.  CRIIS are also one of the main sponsors of the Salford Film Festival that will run from 9 to 12 November at the Reds Cinema.

Colsal Web Sites

A number of groups have recently started work on developing sites including the Prince’s Trust/Fire Service partnership, which is using COLSAL to allow teams of young volunteers tell others about what they have been doing. The first site should be going ‘live’ shortly.

OSS, Little Hulton

ICT awareness training delivered by the One Stop Shop staff at Little Hulton in October amounted to 112 sessions, involving 42 people for a total of 131 hours.  
3. BUSINESS DEVELOPMENT & COMMUNICATIONS
Awards

· Submitted copy for Society Guardian Awards.

BEACON

· Updated Beacon Toolkit and Beacon Diary.

· Acted as Beacon gatekeeper for e-mail and website and monitored queries / replies.

· Attended IdeA Beacon Mentor Training.

· Submitted Beacon Case studies 2 and 3 to IdeA website.

· Organised two Salford delegates to attend Blackpool’s Beacon Open Day.

· Attended Beacon meeting at Blackpool.

· Work on next year’s Beacon events and road shows both for Salford and jointly with Blackpool. Aim is to book up all Beacon events for next year by Christmas.

· Organised further filming for Beacon video.

· Ongoing work on developing mentoring strategy for five Local Authorities.

· Organisation for Joint Beacon Partnership event with Blackpool (for Nov 10).

· Organised home working event (for Nov 15).

Benefits Team of the Year

· Organised publicity following IRRV Benefits Team of the Year/Best of the Best Awards.

· Assisted with arrangements for staff breakfast and organised photography.

· Organised photography for Mayoral presentation of the award at Council meeting.

COUNCIL TAX LEAFLET

· Re-writing draft copy for new look Council Tax leaflet.

E-Surgeries

· Updated and sent out press release on Councillors’ e-surgeries. 

FAIRTRADE

· Work on two events to assist towards in Salford’s submission for Fairtrade city status.

ICT in the Community

· Working on joint Benefits/Supporting People event in January, featuring ICT project.

Investors in People 

· Major amount of work on IIP, which will be submitted for desk survey in November.

LIFT

· Attended joint SCC / PCT communications meetings.

Marketing, Communications and PR Plan for Customer & Support Services

· Worked with Allison Lobley on ideas and the way forward for the above.

Plasma Screen

· Produced plan for Benefits presentation on plasma screen.

	SALFORD DIRECT INTERNAL SERVICES PERFORMANCE

	STATS ARE CUMULATIVE FOR THE YEAR FROM 1 APRIL – 31 OCTOBER 04

	INDICATOR
	DEFINITION
	ACTUAL 

03/04
	TOP QUARTILE TARGET 04/05
	SALFORD LOCAL TARGET 04/05
	ACTUAL 

04/05

	BV9
	Annual Council Tax collections
	91.4%
	98%
	92%
	61.89%

	BV10
	Annual National Non-Domestic Rates (NNDR) collections
	97%
	99%
	98%
	67.43%

	LPI29
	Cost of collecting Council Tax for each home that has to pay
	£13.67
	£13.67
	£9.59
	DEFINITIONS

UNDER REVIEW

	LPI30
	Cost of administering HB/CTB claim
	£107.97
	£107.97
	£67.63
	

	SECURITY:
	NB: Security stats are only provided at the end of each quarter & the figures reported are for the quarter (ie: not cumulative)
	Actual
	Per 1000
	
	Actual
	Per 1000
	Actual
	Per 1000

	BV76a
	Number of claimants visited per 1000 of caseload
	5005
	166.88
	N/A
	6040
	201.3
	1936

(2nd qtr)
	64.31

	BV76b
	Number of fraud investigators employed per 1000 of caseload
	8.04
	0.268
	N/A
	10
	0.33
	10.08
	0.34

	BV76c
	Number of fraud investigations per 1000 of caseload
	777
	25.91
	N/A
	800
	26.66
	268

(2nd qtr)
	8.91

	BV76d
	Number of prosecutions and sanctions per 1000 of caseload
	34
	1.13
	N/A
	39
	1.30
	25

(2nd qtr)
	0.83

	SPEED:
	
	
	
	
	

	BV78a
	Average time to process a new HB & CTB claim
	31.02
	36
	28
	31.25

	BV78b
	Average time to process a written notification of change in circumstances
	19.68
	9
	15
	11.74

	LOCAL
	Percentage of cancellations input within 3 days
	56.5%
	N/A
	100%
	system probs

	LOCAL
	Percentage of New Claims processed within 14 days of complete date
	90.3%
	N/A
	100%
	85.41%

	LOCAL
	Percentage of Changes in Circumstances processed within 14 days of complete date
	52.3%
	N/A
	100%
	71.23%

	ACCURACY:
	
	
	
	
	

	BV79A
	Percentage of cases calculated correctly (stats given quarterly)
	96.2%
	99%
	97.5%
	96.8%

	BV79b
	Percentage of recoverable HB overpayments recovered in year
	39.69%
	55%
	42%
	25.75%

	WORKLOAD:
	
	
	
	
	

	New Claims
	Number of New Claims not yet allocated
	
	
	
	37

	Change Circs
	Number of amends/coc not yet allocated
	
	
	
	300

	Overpayments
	Number of overpayments awaiting categorisation
	
	
	
	1162
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