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1. INTRODUCTION

This Service Plan covers the activities of the Revenues and Benefits service. The Revenues Section deals with Council Tax, National Non-Domestic Rates (NNDR) and Cashiering Services and the Benefits Section deals with the administration of Housing and Council Tax Benefit.

The Revenues and Benefits Section aims to be a well-managed section providing efficient services to our customers and achieving top quartile performance against our best value performance indicators.

Within the Resources department, the Revenues and Benefits Section(s) delivers the following services:

· Housing Benefit

· Council Tax Benefit

· Council Tax Collection

· NNDR Collection

· Cashiering

Key Objectives

The Key Service Objectives for the section for the year’s 2008/09/10 are:

Benefits Section

· To process claims for Housing and Council Tax Benefit in an accurate and timely manner.

· To detect and investigate instances of benefit fraud to ensure public funds are used correctly.

Revenues Section

· To identify the correct liable parties for Council Tax and National Non Domestic Rates (NNDR) and issue accurate bills in a timely manner.

· To take appropriate recovery action against those taxpayers and ratepayers who don’t make payment in accordance with their bills.

· To provide a Cashiering service for all Council services.

Key Policies and Strategies

The Revenues and Benefits section works to all appropriate Council policies and strategies and these help to ensure the Council’s Ambitions and Objectives are met.  The following is a list of policies and strategies relating to this section:

· Medium Term Financial Strategy

Working in Partnership 

Over the last year the revenues and benefits section has been actively involved with partnership arrangements with various bodies. Through these we have achieved efficiency savings and provided an improved service.

· We have developed joint mandoforms (online forms) with ELEP.

· We now have a joint benefits application form with Burnley, Hyndburn, Pendle and Rossendale Councils.

· We have outsourced our bailiff activities to Rossendales Limited.

· We are members of the Lancashire Shared Service Contact Centre (SSCC).

· We are members of the Lancashire Revenues benchmarking group
· We have a joint Council Tax leaflet with Lancashire County Council, Lancashire Fire Authority and several other districts.
Providing Service Excellence in Response to our diverse communities

Ribble Valley is the largest district council in Lancashire and within its boundaries includes a range of geographically and socially diverse communities. In an effort to provide services that best meet the needs of these diverse communities the Revenues and Benefits Service has sent information to every household and business in the borough, undertaken a Benefit take up campaign with Lancashire County Council’s Welfare Rights Service and provides a Mobile Office to access rural areas of the Borough.

Statement of Equal Opportunities

As part of RVBC the Resources department wholeheartedly supports the principle of equal opportunities in employment and the provision of services. Our commitment to equal opportunities is shared equally by both Councillors and staff. All employees within the Revenues and Benefits section are aware of the Council’s equal opportunities policy, and the standards of behaviour that are expected of them.

Health and Safety

Further to a recommendation from the Health and Safety Executive, the Council created a new post of Health and Safety Advisor in September 2006.  The appointment confirms the Council's commitment to health and safety as a strategic priority.

The role of the Health and Safety Advisor is to formulate policies on health and safety and engender these into the Council's workforce, raising awareness and promoting a positive health and safety culture through the establishment and by the creation and monitoring of relevant performance standards.

The primary focus of the post during 2008/09 is to conduct an audit throughout the Authority that will inform the development of an overall strategy. This will involve working closely with managers and staff in each service area to identify the areas of greatest concern.  This will be used to develop an action plan of priority areas for addressing in the future.

2. SERVICE STRUCTURE AND CORE SERVICES PROVIDED
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	Benefits Assistant

	2
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	FUNCTION
	KEY RESOURCE

	Revenues Section

	1 To issue Council Tax bills

	Identify liability for council tax
	iWorld revenues system, staff

	Issue annual bills in March
	

	Deal with alterations to liability throughout the year
	

	Issue ad hoc bills throughout the year
	

	
	

	2
To issue NNDR bills


	
Identify liability for NNDR
	iWorld revenues system, staff

	
Issue annual bills in March
	

	
Deal with alterations to liability throughout the year
	

	
Issue ad hoc bills throughout the year
	

	
	

	3
To recover Council Tax



	
Issue reminders, second reminders and final notices
	iWorld revenues system, staff

	
Summons taxpayers for non-payment
	

	
Attend court to obtain liability orders
	

	
Monitor arrangements made with debtors
	

	
Refer cases for further recovery action, ie bailiffs, charging orders, bankruptcy, attachment of benefit, earnings and allowances and committal to prison
	

	
	

	4 To recover NNDR

	Issue reminders, second reminders and final notices
	iWorld revenues system, staff

	Summons taxpayers for non-payment
	

	Attend court to obtain liability orders
	

	Monitor arrangements made with debtors
	

	Refer cases for further recovery action, ie bailiffs, charging orders, bankruptcy, attachment of benefit, earnings and allowances and committal to prison
	

	
	

	5
To provide cashiering for Council as a whole

	Provide a cashier counter at the main office
	Civica Icon cash receipting system Mobile office (van), staff

	Provide a service to rural areas by the mobile office
	

	Provide a cashier counter at Longridge
	

	To transfer information from our bank to the various independent systems
	

	
	

	
	

	Benefits Section

	1
To process claims for Rent Allowance
	

	Issue benefit claims
	iWorld revenues system, staff

	Verify and assess entitlement
	

	Deal with changes in circumstances
	

	Undertake interventions
	

	
	

	2
To process claims for Rent Rebate

	Issue benefit claims
	iWorld revenues system, staff

	Verify and assess entitlement
	

	Deal with changes in circumstances
	

	Undertake interventions
	

	
	

	3
To process claims for Council Tax Benefit

	Issue benefit claims
	iWorld revenues system, staff

	Verify and assess entitlement
	

	Deal with changes in circumstances
	

	Undertake interventions
	

	
	

	4
To process claims for Second Adult Rebate

	Issue benefit claims
	iWorld revenues system, staff

	Verify and assess entitlement
	

	Deal with changes in circumstances
	

	Undertake interventions
	

	
	

	5
To detect and investigate cases of benefit fraud

	Investigate cases from referrals of suspected fraud
	Radius fraud system, staff

	Proactively target benefit fraud
	

	
	


3. RESOURCES: FINANCE

(i) Resources

	 
	REVUE
	CLTAX
	NNDRC
	LRGOF
	MOBIL
	CTBEN
	HGBEN
	TOTAL

	 
	Revenues & Benefits Section
	Council Tax
	National Non Domestic Rates
	Longridge Office
	Mobile Office
	Council Tax Benefits Administration
	Housing Benefits
	 
	 

	 
	 
	 
	
	
	
	
	
	
	 
	 

	 
	£
	£
	£
	£
	£
	£
	£
	£
	£
	£

	Expenditure
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Direct employee related expenses
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 - Pay (Incl. allowances)
	439,240
	 
	 
	 
	 
	 
	 
	 
	439,240
	 

	 - Ni
	29,070
	 
	 
	 
	 
	 
	 
	 
	29,070
	 

	 - Superannuation
	66,410
	 
	 
	 
	 
	 
	 
	 
	66,410
	 

	 
	 
	534,720
	0
	0
	0
	0
	0
	0
	 
	534,720

	Indirect employee related expenses
	 
	7,810
	0
	0
	0
	0
	0
	1,450
	 
	9,260

	Premises related expenses
	 
	0
	0
	0
	580
	630
	0
	0
	 
	1,210

	Transport related expenses
	 
	10,390
	0
	0
	0
	3,690
	0
	0
	 
	14,080

	Supplies & services
	 
	16,000
	45,130
	870
	0
	280
	0
	23,500
	 
	85,780

	Transfer payments
	 
	0
	0
	21,590
	0
	0
	1,890,000
	4,383,750
	 
	6,295,340

	Support Services 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	 - Council offices
	 
	34,430
	0
	0
	0
	0
	0
	0
	 
	34,430

	 - Civic suite
	 
	600
	0
	0
	0
	0
	0
	0
	 
	600

	 - Mobile Office
	 
	0
	4,410
	0
	0
	0
	0
	0
	 
	4,410

	 - Bank charges
	 
	0
	14,850
	0
	0
	0
	0
	0
	 
	14,850

	 - Longridge office
	 
	580
	0
	0
	0
	0
	0
	0
	 
	580

	 - Community services
	 
	0
	0
	0
	0
	2,510
	0
	5,430
	 
	7,940

	 - Resources - Financial services
	 
	17,660
	11,600
	6,410
	0
	510
	930
	34,050
	 
	71,160

	 - Resources - IT services
	 
	0
	79,290
	13,990
	0
	0
	0
	35,980
	 
	129,260

	 - Resources - Legal services
	 
	0
	1,160
	0
	0
	0
	0
	16,810
	 
	17,970

	 - Resources - Revenue services
	 
	0
	317,270
	62,440
	0
	1,190
	108,730
	115,350
	 
	604,980

	 - Organisation & member development
	 
	13,090
	0
	0
	0
	0
	0
	0
	 
	13,090

	Capital Financing 
	 
	0
	0
	0
	0
	0
	0
	0
	 
	0

	 
	 
	635,280
	473,710
	105,300
	580
	8,810
	1,999,660
	4,616,320
	 
	7,839,660

	Income
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Government Grants
	 
	0
	0
	-79,240
	0
	0
	-1,965,510
	-4,541,590
	 
	-6,586,340

	Customer & Client 
	 
	-10
	-55,350
	-4,200
	0
	0
	0
	0
	 
	-59,560

	Recharges to Other General Fund Services
	 
	-612,640
	0
	0
	-580
	-4,410
	0
	0
	 
	-617,630

	Recharges to Other Services (Housing)
	 
	-27,590
	0
	0
	 
	-4,400
	0
	0
	 
	-31,990

	 
	 
	-640,240
	-55,350
	-83,440
	-580
	-8,810
	-1,965,510
	-4,541,590
	 
	-7,295,520

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	2007/08 OE
	 
	-4,960
	418,360
	21,860
	0
	0
	34,150
	74,730
	 
	544,140

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Non recurring items
	 
	0
	0
	0
	0
	0
	0
	0
	 
	0

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Sub-total after removal of non recurring items
	 
	-4,960
	418,360
	21,860
	0
	0
	34,150
	74,730
	 
	544,140

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Provision for inflation @ 2.5%
	 
	-120
	10,460
	550
	0
	0
	850
	1,870
	 
	13,610

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	2008/09 OE
	 
	-5,080
	428,820
	22,410
	0
	0
	35,000
	76,600
	 
	557,750


 (ii) Efficiencies & Possible Areas for Reduction

The continuing promotion of Direct Debit as a payment method resulting in reduced bank charges and processing efficiencies.  NB The number of Direct Debit transactions increased from 160,830 in 2005/6 to 166,048 in 2006/07 (3.24%) and has continued to rise in 2007/8.

-
The introduction of BACS payments for Housing Benefits and Council Tax refunds will also result in reduced bank charges and processing efficiencies.

-
Fundamental review of cashiering services.

(iii) Opportunities & Requests for Additional Resources

None

(iv) Maximising Income

Currently the Revenues Section raises income by applying costs on taxpayers whom have recovery action taken against them.  The current costs for both Council Tax and NNDR are £40.00, and have remained unchanged since 1 April 2006.  An increase of £10.00 from 1 April 2008 based on current estimates should raise an additional £13,750.  NB This amount equates to almost exactly the provision for inflation at 2.5% identified in the financial information at (i).

4 RESOURCES: STAFF

The Revenues and Benefits Service has achieved its excellent results based on the dedication of the experienced well-qualified staff in the service.  2007/08 and the next few years has seen unprecedented turnover within the service due to retirement and staff finding employment elsewhere.  The new members of staff will take time to reach the standards expected of our staff and this may impact on performance.

5. RISKS

The Revenues and Benefits service is subject to a number of operational risks. These are assessed using a traffic-light system. The red risks are those that have been identified as high-level risks.  We do not currently have any red risks.

6. SWOT ANALYSIS

The following strengths, weaknesses, opportunities and threats have been identified:

Strengths

· Dedicated knowledgeable staff

· Top quartile performance

· Low cost

· Customer friendly office

· No queues

· Telephone calls answered

· High levels of professional qualifications amongst staff 

· Minimum number of staff

Weaknesses

· No economies of scale

· Failure to implement technological improvements, lack of investment such as document imaging

· Staff turnover due to lack of career opportunities and low comparable salaries, inability to compete with salaries offered by other local authorities in the area

Opportunities

· Shared service contact centre

· Partnership working with other districts

Threats

· Shared service contact centre

· Changing benefits legislation

· Council tax rebellion

· Housing stock transfer

7. KEY SERVICE ISSUES OVER THE NEXT 3 YEARS
The following key service issues arising over the next three years will be reflected in the Medium Term Financial Strategy as appropriate.

Benefits

1 The introduction of the Local Housing Allowance 

2 Housing Stock Transfer and the implications for Housing Benefits

3 Changes to subsidy allocation/calculation

4 Automated Benefits

5 Changes to Council Tax Benefit

Revenues

1 Reform of Empty Rate Relief for NNDR

2 Reform of Bailiff procedures and fees under the Tribunals, Courts and Enforcement Act 2007

3 NNDR revaluation 2010

4 Changes to security required by Banks for e-payments

8. ACHIEVEMENTS

	Parent Title: Benefit Fraud


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	National Fraud Initiative
	Fraud identified and reduced as per the National Fraud Initiative
	Reduction of fraud
	 
	[image: image1.png]



	100 %
	31/03/2008
	 
	 12/11/2007
	 
	 Completed

	 
	Target Fraud
	Proactively target fraud
	Reduction in fraud
	 
	[image: image2.png]



	50 %
	31/03/2008
	 
	 
	 
	 Work ongoing


	Parent Title: Cashiers Service


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Banking Processes
	Automate all banking processes
	All banking processes automated, providing a more efficient service
	 
	[image: image3.png]



	0 %
	31/03/2008
	 
	 
	 
	 Awaiting IT resources.

	 
	Review service
	Carry out a review of the cashiers service, outlining any areas for development/change
	Implementation of developments following the review will results in a more efficient service
	 
	[image: image4.png]



	50 %
	31/03/2008
	 
	 
	 
	 Work ongoing


	Parent Title: Council Tax Benefit


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Performance
	Review performance standards.
	Implement refreshed performance standards to ensure an efficient service
	 
	[image: image5.png]



	100 %
	31/03/2008
	 
	 
	 
	 Completed

	 
	Take-Up Campaign
	Carry out a take-up campaign to encourage take-up of council tax benefit by those who are entitled to it.
	Increased take up of council tax benefit.
	 
	[image: image6.png]



	100 %
	31/03/2008
	 
	 30/04/2007
	 
	 Take-Up campaign completed.


	Parent Title: Council tax


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Joint Leaflet
	Produce joint leaflet with LCC
	To be a well-managed council
	 
	[image: image7.png]



	50 %
	31/03/2008
	 
	 
	 
	 Initial meetings undertaken

	 
	Review policies
	Review written policies
	To be a well managed council
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	50 %
	31/03/2008
	 
	 
	 
	 Work ongoing


	Parent Title: Housing Benefit


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Performance
	Review performance standards for the service.
	Implement updated standards for the service resulting in a more efficient service
	 
	[image: image9.png]



	100 %
	31/03/2008
	 
	 
	 
	 Completed

	 
	Take-Up Campaign
	Undertake a campaign to increase take-up by those who are entitled to benefits
	Increased take-up, particularly by vulnerable groups such as the elderly
	 
	[image: image10.png]



	100 %
	31/03/2008
	 
	 31/03/2008
	 
	 Completed


	Parent Title: National Non-Domestic Rates


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Review relief’s
	Review and update relief’s
	Relief’s updated
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	50 %
	31/03/2008
	 
	 
	 
	 Work ongoing

	 
	Policies
	Review written policies
	All written policies reviewed and updated as necessary
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	50 %
	31/03/2008
	 
	 
	 
	 Work ongoing


	Parent Title: Revenues & Benefits Service Plan Action Plan


	Objective
	Action
	Description
	Expected Outcome
	Linked PIs
	Status
	Progress
	Due Date
	Start Date
	Completed Date
	Assigned To
	Latest progress update from assigned user

	 
	Council tax
	The efficient administration and collection of council tax.
	To be a well managed council
	 
	[image: image13.png]



	 50%
	31/03/2008
	17/07/2007
	 
	 
	 

	 
	National Non-Domestic Rates
	The efficient administration and collection of national non-domestic rates
	To be a well-managed council
	 
	[image: image14.png]



	 50%
	31/03/2008
	17/07/2007
	 
	 
	 

	 
	Cashiers Service
	To provide an efficient cashier service to the whole council
	To be a well managed council
	 
	[image: image15.png]



	 25%
	31/03/2008
	17/07/2007
	 
	 
	 

	 
	Housing Benefit
	The efficient administration of housing benefit
	To be a well managed council
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	 100%
	31/03/2008
	17/07/2007
	 
	 
	 Completed

	 
	Council Tax Benefit
	The efficient administration of council tax benefit
	To be a well managed council
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	 100%
	31/03/2008
	17/07/2007
	 
	 
	 Completed

	 
	Benefit Fraud
	The effective administration of benefit fraud
	To be a well managed council
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	 75%
	31/03/2008
	17/07/2007
	 
	 
	 


	Action Status
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	Completed
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	Overdue
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	Assigned; In Progress
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	Cancelled
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	Unassigned; Check Progress; Not Started
	
	


9. PERFORMANCE INDICATORS & TARGETS
The Revenues and Benefits section is responsible for the following performance indicators:

	LG Service Area: Corporate Health


	PI Code
	Description
	Type
	2005/06
	2006/07
	2007/08
	Current Performance
	Trend
	Expected Outcome
	Latest Notes

	
	
	
	Value
	Value
	Target
	Target
	
	
	
	

	BV10
	The percentage of non-domestic rates due for the financial year which were received by the authority
	Percentage
	98.40%
	98.97%
	98.50%
	98.50%
	[image: image24.png]



	[image: image25.png]



	On Target
	 

	BV9
	Percentage of Council Tax collected by the Authority in the year
	Percentage
	98.60%
	98.91%
	98.50%
	98.50%
	[image: image26.png]
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	On Target
	


	LG Service Area: Housing Benefit and Council Tax Benefit


	PI Code
	Description
	Type
	2005/06
	2006/07
	2007/08
	Current Performance
	Trend
	Expected Outcome
	Latest Notes

	
	
	
	Value
	Value
	Target
	Target
	
	
	
	

	BV76b
	Housing Benefit Security: Number of fraud investigators employed per 1,000 caseload
	Number
	.19
	.20
	.20
	.20
	[image: image28.png]
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	On Target
	 

	BV76c
	The number of Housing Benefit and Council Tax Benefit (HB/CTB) fraud investigations carried out by the Local Authority per year, per 1,000 caseload.
	Number
	52.97
	68.22
	75.00
	60.00
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	On Target
	 

	BV76d
	The number of Housing Benefit and Council Tax Benefit (HB/CTB) prosecutions and sanctions, per year, per 1,000 caseload, in the Local Authority area.
	Number
	6.23
	4.87
	7.00
	5.50
	[image: image32.png]
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	On Target
	 

	BV78a
	The average processing time taken for all new Housing and Council Tax Benefit (HB/CTB) claims submitted to the Local Authority, for which the date of decision is within the financial year being reported.
	Number
	24.3
	22.9
	25.0
	25.0
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	On Target
	 

	BV78b
	The average processing time taken for all written notifications to the Local Authority of changes to a claimant's circumstance that require a new decision on behalf of the Authority.
	Number
	5.8
	6.0
	4.0
	9.0
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	On Target
	 

	BV79a
	The percentage of cases within a random sample for which the Authority's calculation of Housing and Council Tax Benefit (HB/CTB) is found to be correct.
	Percentage
	99.73%
	99.73%
	98.00%
	98.00%
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	On Target
	 

	BV79b(i)
	The amount of Housing Benefit overpayments (HB) recovered during the period being reported on as a percentage of HB deemed recoverable over-payments during that period.
	Percentage
	74.80%
	81.68%
	75.00%
	75.00%
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	Close to Target
	 

	BV79b(ii)
	HB overpayments recovered during the period as a percentage of the total amount of HB overpayment debt outstanding at the start of the period plus amount of HB overpayments identified during the period.
	Percentage
	38.90%
	41.83%
	40.00%
	40.00%
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	On Target
	 

	BV79b(iii)
	Housing Benefit (HB) overpayments written off during the period as a percentage of the total amount of HB overpayment debt outstanding at the start of the period, plus amount of HB overpayments identified during the period
	Percentage
	2.02%
	9.23%
	3.00%
	3.00%
	[image: image44.png]
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	Miss Target
	 


	LG Service Area: Revenues and Benefits


	PI Code
	Description
	Type
	2005/06
	2006/07
	2007/08
	Current Performance
	Trend
	Expected Outcome
	Latest Notes

	
	
	
	Value
	Value
	Target
	Target
	
	
	
	

	LPI C1
	% Council Tax Direct Debit for chargeable accounts
	Percentage
	68%
	69%
	69%
	70%
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	On Target
	 

	LPI C2
	Council Tax Direct Debit take-up as a percentage of total receipts
	Percentage
	71%
	72.7%
	72%
	73%
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	Close to Target
	 

	LPI C3
	NNDR Direct Debit take-up as a percentage of total properties
	Percentage
	51%
	51.7%
	51%
	52%
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	On Target
	 

	LPI C4
	NNDR Direct Debit take-up as a percentage of total receipts
	Percentage
	46.5%
	51%
	47%
	50%
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	Close to Target
	 


The performance of the Revenues and Benefits service is consistently in the top quartile for local authorities.

10. COMMITMENT TO SERVICE EXCELLENCE – LISTENING TO OUR CUSTOMERS
The Revenues and Benefits service is focused on delivering excellent services to its customers and is keen to gain feedback from customers on a regular basis.  The Benefits section must undertake a comprehensive customer satisfaction survey every 3 years, for our Best Value performance indicators. The latest survey was undertaken in 2006/07 and the results are detailed on the next page.

	BVPI Description
	2003/04
	2006/07
	Trend
	Position in Country
	

	BV 80a
	Overall satisfaction with the service: contact with the office
	89
	90
	(
	Joint 2nd
	(

	BV 80b
	Overall satisfaction with the service: Service in the office
	93
	90
	(
	Joint 9th
	(

	BV 80c
	Overall satisfaction with the service: Telephone service
	88
	92
	(
	1st
	(

	BV 80d
	Overall satisfaction with the service: Staff in the office
	91
	91
	(
	3rd
	(

	BV 80e
	Overall satisfaction with the service: Forms
	66
	77
	(
	2nd
	(

	BV 80f
	Overall satisfaction with the service: Speed of service
	87
	88
	(
	1st
	(

	BV 80g
	Overall satisfaction with the service: Overall satisfaction
	89
	91
	(
	2nd
	(


These results demonstrate the continued excellence of the service provided by the Benefits Section.  Of 353 local authorities who took part we were one of only two authorities to appear in the top 10 for all seven categories and came first in both telephone service and speed of service.

The Revenues section undertook a survey of visitors to the revenues enquiry counter and the cash office in 2006/7. The key findings of these surveys are as follows:

Cashiers Survey Key Findings: -

95% of respondents agreed (40% strongly) that they didn’t have to wait long to be seen

94.5% strongly agreed/agreed that they prefer to make a payment in person

91.9% strongly agreed/agreed that staff were polite and helpful

92% were satisfied overall with their payment

A full copy of this report can be found at 

http://www.ribblevalley.gov.uk/site/scripts/download_info.php?fileID=5641

Revenues Survey Key Findings: -

90.2% of respondents agreed (40% strongly) that they didn’t have to wait long to be seen

90.2% agreed that staff were polite and helpful

82.4% agreed that their reason for visiting the office was resolved satisfactorily

84.4% agreed that their enquiry was dealt with quickly

82.4% were satisfied overall

A full copy of this report can be found at 

http://www.ribblevalley.gov.uk/site/scripts/download_info.php?fileID=5640

11. FINDINGS OF RECENT INSPECTIONS
No inspections of the Revenues and Benefits service have been carried out over the last year.

12. WHAT ACTIONS WILL WE TAKE TO IMPROVE OUR SERVICE?

The following Action Plan has been prepared in accordance with the Council’s Medium Term Financial Strategy.

	Key Service Objective
	Action
	Outcome
	Target
	Links
	Responsible Officer
	Resource requirements

	The efficient administration and collection of council tax
	Complete NFI SPD exercise
	To be a well managed council
	Exercise completed
	Audit Commission
	ME and LH
	Within existing resources

	
	Payment of refunds by BACS
	To be a well managed council
	Payments started
	None
	ME and LH
	Within existing resources

	The efficient administration and collection of national non-domestic rates
	Implement changes to Empty Property Rate Relief
	To be a well managed council
	Implemented
	NNDR Legislation
	ME and LH
	Within existing resources

	
	Review written policies
	To be a well managed council
	Policies reviewed
	NNDR Legislation
	ME and LH
	Within existing resources

	To provide an efficient cashiering service for the whole Council
	Automate banking processes
	To be a well managed council
	Processes automated
	None
	ME and LH
	Within existing resources

	
	Review service
	To be a well managed council
	Service reviewed
	None
	ME and LH
	Within existing resources

	The efficient administration of housing benefit
	Implement Local Housing Allowance
	To be a well managed council
	Introduced
	DWP Benefits Legislation
	ME and DS
	Within existing resources

	
	Convert Local Authority claims to Housing Association
	To be a well managed council
	Converted
	Stock Transfer
	ME and DS
	Within existing resources

	The efficient administration of council tax benefit
	Review targets having regard to changes to Performance Indicators
	To be a well managed council
	Reviewed
	CPA, BFI, DWP
	ME and DS
	Within existing resources

	
	Take up campaign
	To be a well managed council 
	Take up of CTB and 2AR increased
	DWP
	ME and DS
	Within existing resources

	The effective administration of benefit fraud
	Investigate cases identified from CT NFI SPD exercise
	To be a well managed council
	Investigated
	DWP, BFI, Audit Commission
	DS and JP
	Within existing resources

	
	Proactively Target Fraud
	To be a well managed council
	Fraud reduced
	DWP
	DS and JP
	Within existing resources

	The efficient administration and collection of council tax
	Produce joint leaflet with LCC
	To be a well managed council
	Leaflet produced
	LCC
	ME and LH
	Within existing resources

	
	Review written policies
	To be a well managed council
	Policies reviewed
	Council Tax legislation
	ME and LH
	Within existing resources

	The efficient administration and collection of national non-domestic rates
	Review relief’s
	To be a well managed council
	Relief’s reviewed
	NNDR Legislation
	ME and LH
	Within existing resources

	
	Review written policies
	To be a well managed council
	Policies reviewed
	NNDR Legislation
	ME and LH
	Within existing resources

	To provide an efficient cashiering service for the whole Council
	Automate banking processes
	To be a well managed council
	Processes automated
	None
	ME and LH
	Within existing resources

	
	Review service
	To be a well managed council
	Service reviewed
	None
	ME and LH
	Within existing resources

	
	
	
	
	
	
	

	The efficient administration of housing benefit
	Review Performance standards
	To be a well managed council
	Review taken place
	CPA, BFI
	ME and DS
	Within existing resources

	
	Take up campaign
	To be a well managed council
	Take up increased
	Benefits service
	ME and DS
	Within existing resources

	The efficient administration of council tax benefit
	Review Performance Standards
	To be a well managed council
	Review taken place
	CPA, BFI
	ME and DS
	Within existing resources

	
	Take up campaign
	To be a well managed council
	Take up of CTB and 2AR increased
	DWP
	ME and DS
	Within existing resources

	The effective administration of benefit fraud
	National Fraud Initiative
	To be a well managed council
	Fraud identified and reduced
	DWP, BFI
	DS and JP
	Within existing resources

	
	Proactively Target Fraud
	To be a well managed council
	Fraud reduced
	DWP
	DS and JP
	Within existing resources
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