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P I  23

Q1 Q2 Q3 Q4

2019-20 12.6 12.7 12.2 12.8

2020-21 15.9 13.8 12.8 12.4

2021-22 14.1 14.2

2022-23

P I  24 Average processing time for changes of circumstance in Housing Benefit claims (days)

Q1 Q2 Q3 Q4

2019-20 5.2 4.9 4.8 4.0

2020-21 3.6 3.3 3.4 2.9

2021-22 6.8 5.7

2022-23

#1 PEOPLE 
a proud community; where residents can call a safe, clean and 

attractive borough their home.

P O L I C Y   C O M M I T M E N T 

 1. Put our customers first: implement a suite of quality and effective frontline services 
accessible to all. 
Revenues & Benefits update - Pat Knight

Average processing time taken for Housing Benefit claims (days)The service has continued to face a number of additional resourcing pressures in response to the 
Covid-19 pandemic, which has affected the performance of the time taken to assess both new 
claims and change of circumstances. Eligibility assessment and payment of Test and Trace Self-
Isolation Grants (now extended to March 2022) remain a priority. 

Further pressures include the requirement for full case reviews and assessment and application of 
hardship payments along with key projects such as the low-income family tracker and proposals 
for a new Council Tax Reduction scheme from 2022-2023. 

The service is currently reviewing its structure in order to robustly deal with the challenges it is 
facing.

- PI 23 Average Processing time for housing benefit claims. This is 14.2 days, compared to the 
previous year Q2 performance of 13.8 days (which resulted in an outturn of 12.4 days) and 
remains fairly constant.  
                                                                                                                                                                                                                                                                                                                                                                                                                          
- PI 24 Average processing time to assess changes of circumstances for housing benefit claims. 
This stands at 5.7 days, compared to the previous year Q2 performance of 3.3 days (which 
resulted in an outturn of 2.4 days). The latest available performance figures for the month of 
September are showing an improvement at 4.0 days i.e. downward trend
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P I   26 Total number of reported corporate complaints

Q1 Q2 Q3 Q4

2019-20 73 82 44 56

2020-21 41 52 52 64

2021-22 83 79

2022-23

2. Put our customers first: implement a suite of quality and effective frontline services
accessible to all.

PI 26: During Q2 there were 79 complaints compared to 83 in Q1. There were 67 Stage 1, 9 
Stage 2 and 3 Stage 3, with 65 of the cases meeting the 15 day response deadline (82%). 
Complaints were spread across a number of services as set out below:

Work was also undertaken by the council during Q2 to update its corporate complaints procedure. 
As such, from Q3 the number of stages involved in the process will reduce from three to two - 
there will no longer be a Stage Three (Chief Executive) response. Stage One complaints will be 
the responsibility of Service Managers and should a complaint escalate to a Stage Two, it will be 
the responsibility of the Director of the particular service to review the action taken in Stage One. 

Stage One complaints will continue to be replied to within 10 working days from the date of 
acknowledgement, with Stage Two responses replied to within 20 days from the date of 
acknowledgement.

#1 PEOPLE 
a proud community; where residents can call a safe, clean and 

attractive borough their home.P O L I C Y   C O M M I T M E N T 

Corporate Complaints update - Simon Walsh
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P I  50 Total number of people signed up to citizens access

Q1 Q2 Q3 Q4

2019-20 103 1,519 2,757 4,484

2020-21 5,453 6,328 7,211 8,594

2021-22 9,811 10,681

2022-23

#3 PROGRESS
an entrepreneurial authority; commercial in outlook and committed to continuous service 

improvement, underpinned by a skilled workforce and strong governance environment.
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P I  49 % of posts involved in shared service arrangements

Q1 Q2 Q3 Q4

2019-20 6.1%

2020-21 6.0%

2021-22

2022-23

Annual indicator

P O L I C Y   C O M M I T M E N T 
1. Deliver a more resilient, creative and cost-effective council: implement a programme of 
‘continuous change’, overhauling business processes and delivering new, innovative service 
design.

an entrepreneurial authority; commercial in outlook and committed to continuous service 
improvement, underpinned by a skilled workforce and strong governance environment.

#3 PROGRESS

Microsoft 365 (M365) project: 
During Q2, significant progress was made in the M365 project roll out to officers and Members. 
The schedule of works included the migration of approx. 450 mailboxes from our on-premise 
Microsoft Exchange instance to our cloud based platform, ‘Introduction to Microsoft Teams’ 
training offered to all staff and Members and the creation of the M365 content hub on the Intranet 
with useful information on how to get the very best out of the new platform.

The M365 platform enables officers and Members greater flexibility to work collaboratively, start 
conversations and host remote meetings all within a single platform.

We have had positive feedback from officers and Members who are enjoying using the new 
Teams platform to be able to collaborate and work together more easily. Staff could reach out to 
the M365 Project Support Officers if they felt additional training was required and ad-hoc training 
delivered. To date, 146 members of staff have attended training in using M365 and Teams.

Corporate telephony project: 
Steady progress continued throughout Q2 on the replacement of the corporate telephony system. 
Moving away from the current platform to a cloud-based telephony platform has an extensive list 
of prerequisite work to facilitate the new platform. Some important milestones that have been 
completed during the quarter include:

• Migrating the Civic Centre lift lines from analogue lines to 4G mobile data lines
• Work with our infrastructure partner to plan and organise the upgrade of the link line between the 
depot and the Civic Centre
• Configuration of the new corporate telephony platform
• Creation of documentation for staff and administrators including quick guides on how to use the 
new platform and Intranet content for staff.

Work will continue through next quarter on the implementation of the new telephony platform.
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P I  55 % of internal audit recommendations implemented

Q1 Q2 Q3 Q4

2019-20 70.6% 75.0% 73.1% 76.2%

2020-21 62.5% 67.7% 62.5% 73.5%

2021-22 37.5% 63.6%

2022-23

2. Drive service improvement and corporate governance: a robust and benchmarked 
performance management framework, delivered by services underpinned with sound internal 
controls. 

Internal Audit update - James Larkin 

an entrepreneurial authority; commercial in outlook and committed to continuous service 
improvement, underpinned by a skilled workforce and strong governance environment.

Investigation activity has moved forward at pace and interviews have now recommenced in a covid 
secure environment. 

Investigation activity during the quarter has led to the following;
• Additional council tax (historic liability) of £26,906.56 (£103,723.53 year to date)
• Additional council tax liability of £11,676.54 for future years. (£48,024.84 year to date)
• Civil penalties totalling £420.00 (£1,470 year to date)
• Additional Business Rates (historic liability) £6,921.76
• One council property recovered (notional saving of £93,000)

Steady progress continued throughout Q2 and the last three 2020-21 audit reviews were all finalised. 
Progress further demonstrated by the fact that as of 30 September, 33% of the agreed assurance reviews 
had been delivered (audit fieldwork completed), with a further 4% underway. 

As previously reported, an Internal Audit Team Leader left on 30 June 2021. A review of the service 
structure was completed, and the post will be replaced with a Senior Internal Auditor to create more 
operational resource.

The Internal Audit team also has a performance indicator relating to the implementation of agreed 
recommendations. At the end of Q1, it was reported that 10 recommendations remained outstanding. Of 
those, the following recommendations have now been implemented;
• Reviewing procedures for the regular testing of IT back-up arrangements, 

The following recommendations that were reported as outstanding as of 30 June 2021, have since had 
revised implementation dates agreed to take into account delays caused by circumstances beyond the 
control of the service that were unknown at the time the original implementation dates were agreed. As a 
consequence, they are not presently outstanding;
• Investigating a scheme working with private landlords to help prevent homelessness,
• Agreements being put in place for all enforcement services, 
• A strategy document for the council’s apprenticeship scheme,
• A process being put in place to ensure that apprenticeships are promoted and considered at the earliest 
stage of recruitment, and
• A review of the apprenticeship policy.

A cumulative total of 33 recommendations were due to be implemented by the end of Q2 and as of 30 
September 2021, 12 of these remained outstanding. 
Outstanding recommendations relate to:
• A review of the information relating to Flexi, TOIL and overtime on the intranet,
• Managers being reminded of their responsibilities in relation to Flexi, TOIL and overtime,
• The creation of a council overtime policy document,
• Service managers being reminded of overtime rates, including guidelines for part time staff and working 
time directives,
• A review of the process for updating customer records following corporate debt action,
• A review of arrangements to present IT security policies to staff,
• The corporate model procedures in the lone working policy being updated,
• Officers being reminded of responsibility to record data relating to visit for H&S purposes,
• Managers being reminded of responsibility for making regular contact with officers conducting visits away 
from the office,
• Records of visits undertaken being maintained after the event, 
• Staff being reminded to undertake all relevant security checks before conducting visits,
• Managers undertaking regular quality checks to ensure records relating to visits are accurate and 
addressed in 1-2-1 meetings.

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. All recommendations that remain outstanding more than six months after their agreed 
implementation date are now specifically highlighted with updates from the relevant services provided.

Counter Fraud update - James Larkin 

#3 PROGRESS
P O L I C Y   C O M M I T M E N T 
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P I  56 % of information requests completed within statutory deadline

Q1 Q2 Q3 Q4

2019-20 86% 86% 86% 84%

2020-21 83% 88% 84% 86%

2021-22 84% 79%

2022-23

an entrepreneurial authority; commercial in outlook and committed to continuous service 
improvement, underpinned by a skilled workforce and strong governance environment.

#3 PROGRESS

Governance: In discharging its statutory corporate governance duties, as identified through the 
Accounts and Audit Regulations 2015, on 20 July 2021 Members of the Finance & Audit 
Committee were presented with a draft Annual Governance Statement (AGS) for 2020-21.

In approving the adoption of the AGS, Members concluded that there were no significant control 
issues identified for the period. The Committee also endorsed the following opportunities to further 
develop and strengthen the council’s governance framework in 2021-22:
• Constitution;
• Financial Management Code;
• Risk Management Training; and
• Business Planning.

The Annual Governance Statement is available via the council’s website: 
www.gravesham.gov.uk/corporategovernance

Risk: The council takes the monitoring of key business risks seriously. This is done both at service 
level and corporately. The latest corporate risk register was approved by Full Council in April 2021 
and has just undergone a mid-year review. The outcomes of this mid-year review were presented 
at The Finance and Audit Committee in November . 

In addition to holding and monitoring service level risk registers and the corporate risk register the 
council has recently formed a risk management working group who’s remit is to raise the profile of 
and to promote risk management throughout the council. 

This group will meet on a quarterly basis to discuss new and emerging risks within service areas 
and corporately with an aim to further strengthen existing governance and risk management 
arrangements.

Information Governance: The Information Governance (IG) Team continue to support council 
services and especially officers responsible for handling information requests. Some requests have 
proved particularly challenging and the IG Team’s expertise in the area of application of 
exemptions has been sought on many occasions.

In Q2 the IG Team has developed project plans to address areas for improvement in the handling 
of information requests and the council’s compliance with the data protection legislation. These 
projects include considering options to digitise processes with the intention of reducing the burden 
of current processes which can be manually demanding. The team has taken the opportunity to 
review the council’s Publication Scheme, a requirement of the Freedom of Information Act, and 
intends to publish the updated scheme on the council’s website in Q3.

4. Successfully manage key business risks: embed a culture of compliance with all policy,
constitutional and legislative demands.

P O L I C Y   C O M M I T M E N T 
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