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Performance & Administration Portfolio: Cllr. D Shelbrooke

04 Sound & Self-sufficient

Council

"a well-run and innovative council supporting its staff to 

realise commercial opportunities whilst transforming its 

services to deliver at the best possible value for money" 

Policy Commitment 

1. Underpin all council activity with sound governance and internal control measures minimising the

     opportunities for fraud and corruption.
The team underwent a mini restructure, which resulted in a member of the team successfully being appointed as a third Team Leader. The 

vacant post left behind is yet to be filled but will be advertised shortly.  The restructure also enabled the creation of a post for an Intelligence 

Analyst, who commenced in post on 1 June and is now developing the role with a view to undertaking pro-active counter fraud work aimed at 

identifying instances of potential fraud that will then be targeted by the Audit & Counter Fraud Officers.

Audit - During the Q1, the team has finalised all reports for the remaining 2017/18 audits; good progress has also been made in relation to the 

2018/19 plan with a number of audits already having reached quality control. 

The annual report and the results of the external quality assessment for the audit service were presented to the Finance & Audit Committee in 

June, the latter being very positive. An action plan has been agreed for the recommendations received, the majority of which have already been 

actioned.  

A total of 36 recommendations were due to be implemented and as of 30 June 2017, 10 of these remained outstanding. 

Outstanding recommendations related to: 

• Enhancements to the processes for monitoring planning conditions and obligations,

• Implementation of an updated Homelessness Strategy and review of the Private Housing Enforcement Policy, 

• A review of the council’s business continuity arrangements in respect of IT, 

• Enhancements to NNDR relief applications and verification arrangements for better fraud prevention,

• Enhancements to the Private Housing Enforcement policy,

• Enhancement to arrangements to ensure completeness of 2018/19 service plans and service risk registers,

• More effective use of the council website and social media in relation to Capital Planned works,

• The use of Enforcement Officers to recover former tenant arears,

• Enhancements the management of security passes,

Progress made towards implementing outstanding recommendations is monitored on a quarterly basis, through reports to the council’s 

Management Team. Details of all recommendations agreed, implemented and outstanding are provided to the council’s Finance & Audit 

Committee as part of the quarterly and annual A&CF update reports. 

Counter Fraud – The team has commenced some pro-active activity and has focused on student exemptions for council tax. The review examined 

all student certificates supplied for exemptions to verify their legitimacy with the respective colleges and universities. A number of discrepancies 

were identified and these have progressed to investigations; the results of which will be detailed along with other cases.

Investigation Activity during Q1 has identified the following;

• £1,233 of additional council tax owed due to the removal of discounts or exemptions, plus an additional £3,294 in future years where discounts 

no longer apply.

• One person has received a civil penalty of £70

• One council property has been recovered due to non-occupation or sub-letting, representing a notional saving of £18,000 to the authority. 

Counter fraud reviews are due to take place during the year, which will focus on areas where there is thought to be significant fraud risk. These 

reviews will look at the fraud prevention measures in place, comparing them with identified best practice and making recommendations for 

improvements where appropriate. 
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Target 18.0 18.0 18.0 18.0 20.0

Target Met

2. Quality frontline services delivered on time and to the right people.

Exception 

Notes

The average processing times have been directly impacted by the difficulty in recruiting experienced staff to all 

available vacancies.  In seeking to address this, those successfully recruited officers are currently undergoing 

training and adverts have been placed for all remaining vacancies. Complementing the recruitment process, officers 

have been volunteering to undertake overtime to tackle the caseload and, in addition, the Corporate Change team 

has been commissioned to work with the service to review core working practices to coincide with the 

implementation of the new Citizens Access system. Officers will continue to closely monitor this area on a weekly 

basis to ensure a reduction in turnaround times.

Policy Commitment 

Revenues and Benefits update

Average time taken to process Housing Benefit / Council Tax new claims (days)

(NB: Cumulative Outturn)

The average processing times for Q1 have been directly impacted by the difficulty in recruiting experienced staff to all available 

vacancies. 

In seeking to address this, those successfully recruited officers are currently undergoing training and adverts have been placed for 

all remaining vacancies within the service. Complementing the recruitment process, officers have been volunteering to undertake 

overtime to tackle the caseload.

A further development in quarter one has seen the Corporate Change team commissioned to work with the service to review core 

working practices. All processes relating to the processing of new claims or change of circumstances will be reviewed to coincide 

with the implementation of the new Citizens Access system, itself aimed at driving efficiencies and freeing officer resource. The 

aim of reviewing and streamlining the current ways of working will be to improve processing times and, ultimately, the customer 

experience. 

Officers will continue to closely monitor this area on a weekly basis to ensure that turnaround times are progressively reducing to 

the benefit of customers.

Despite missing the set target for both PM 11 and PM 12 in quarter 1, it is worth noting that the council’s position is very much in 

line with the latest available national and county averages (2017/18), both at 22 days and 8 days respectively. 
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Target 5.0 5.0 5.0 5.0 5.0

Target Met

Exception 

Notes

The council's Management Team continues to receive monthly updates from council services regarding the levels of outstanding 

debt across the authority.  The Corporate Debt Working Group continues to focus on addressing the overall debt levels across the 

council and looking at corporate debt solutions, with a current work stream considering the methods of payment utilised by the 

council.       

  

Council Tax 

The collection rate of 29.06% is slightly below what we achieved in the first quarter of 2017/18 of 29.39% however it is on target 

(29.1%).  The rate usually fluctuates from month to month on a yearly basis.

Business Rates 

The collection rate of 30.09% is slightly above what we achieved in the first quarter of 2017/18 of 29.5% which is also slightly 

above our quarterly target (29.5%).  As with Council Tax, it usually fluctuates from month to month on a yearly basis     

                                                                                                                                                                                                                                

HB Overpayments

Total amount of housing benefit overpayments raised was £430,384 compared with £299,856 raised in the first quarter of 

2017/18.  This represents an increase of £130,528 in the amount of debt raised.

Total amount of housing benefit overpayments recovered was £418,850 in Q1 compared with £341,154 recovered at the stage 

stage in 2017/18, representing an increase of £77,696. 

For exception note, see PM 11. 

(NB: Cumulative Outturn)

3. Work to maximise income collection through the robust management and recovery of debts owed to the

    council.

Policy Commitment 

Average time taken to process Housing Benefit / Council Tax change of circumstances (days)
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PM 9 (NB: Cumulative Outturn)
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Outturn 29.4% 57.0% 84.4% 97.0% 29.1%

Target 29.1% 56.5% 84.1% 97.0% 29.1%

Target Met

PM 10 (NB: Cumulative Outturn)
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Outturn 29.5% 57.1% 83.2% 98.1% 30.1%

Target 29.5% 57.3% 83.6% 99.0% 29.5%
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Percentage of council tax collected

Percentage of NNDR collected
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Total amount of housing benefit overpayments raised

Policy Commitment 

Total amount of housing benefit overpayments recovered

% of posts involved in shared services arrangements  

4. Deliver on opportunities for the sharing and selling of council services.

In June 2018, Cabinet approved the progression of a fully shared Licensing Service with Medway Council which would see 

Gravesham Borough council as the lead authority for delivery of the service. (Medway Council have undertaken a similar 

committee process to seek approval for this arrangement).

In order to progress the successful implementation of the shared service a Project Group has been formed (consisting of the 

service lead officers, IT, Legal, Finance, HR and Property Services) in order to progress the arrangement.  Monthly meetings of the 

Project Group will be held until the shared service is fully implemented.

In addition, the Licensing Manager at Gravesham BC has been undertaking an interim management role at Medway Council since 

the beginning of May, to provide managerial support to the Medway Licensing team, whilst the shared service is brought to 

fruition.  This has proven to be a very successful arrangement and the council has received positive feedback about this 

arrangement from both colleagues and Members at Medway Council.

The initial implementation date for the shared service is suggested to be 1 November 2018, although it is recognised that there is 

a need to ensure all IT considerations (such as data migration, enabling access to online forms etc.) are fully taken into account 

and implemented correctly which may result in the start date of the shared service being ‘pushed back’.  It is felt that it is critical, 

given the front line nature of the service, to ensure all customer and system related aspects of the service are working correctly, 

prior to the shared service going live to ensure a seamless transition for both Gravesham and Medway officers and customers.



Implementation of the options resulting from the Service Review (SRT) Process have continued and an update report was 

presented to Cabinet and the Overview Scrutiny Committee in June/July 2018.  This showed that there had been further progress 

in implementing the options identified with the council delivering savings totalling £1,062,690 against a target of £1,461,870 (as 

reflected in the Medium-Term Financial Plan).  These options deliver, not only financial savings to the council, but are also driving 

efficiencies through services.

It is recognised by officers that, whilst there has been significant progress towards to target of £1.46m since the SRT options were 

approved, it is likely that the remaining balance of savings will take longer to achieve, due to the nature of the options that still 

require implementation (such as overarching system changes, commercialisation opportunities and process review activities).

5. Continuously review and adapt how we deliver our services to achieve financial efficiencies and improved 

     performance.

Policy Commitment 




