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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 14.6 16.4

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 5.3 4.4

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. 

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 and 
Household Support Fund remained a priority. 

Further pressures included the requirement for full case reviews; assessment and application of hardship 
payments along with key projects such as the low-income family tracker and preparations for both annual 
billing and the new Council Tax Reduction scheme from 2022-2023. 

The service has begun to successfully to recruit to a number of posts in order to robustly deal with the 
challenges it is facing. 

* PI 23 Average Processing time for housing benefit claims. This is 16.4 days, compared to the previous 
year Q4 (outturn) performance of 12.4 days.  Whilst this has increased it remains favourable to the latest 
available data (Q3) nationally averaging 19.0 days and Kent districts averaging 18.0 days.

* PI 24 Average processing time to assess changes of circumstances for housing benefit claims. This is 
4.4 days, compared to the previous year Q4 performance of 2.9 days . Again, whilst this has increased 
this remains favourable to the latest available data (Q3) nationally averaging 8.0 days and Kent districts 
averaging 8.0 days.
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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 40 59 54 71

2021-22 86 84 43 36

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 

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

PI 26: During Q4 there were 36 complaints compared to 43 complaints in Q3. These were distributed as 
follows: 

Of those received, 83% of the complaints listed above were closed inside the set policy timescale during 
Q4. 

For the first time this quarter we also reported on the number of compliments and will continue to do this in 
the next financial year. In Q4 there were 80 compliments with the largest amount being for Housing 
Repairs.
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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 9,840 10,722 11,479 12,592

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 5.9%

2020-21 5.8%

2021-22 5.4%

2022-23

P O L I C Y   C O M M I T M E N T #3 PROGRESS

Corporate Telephone System Replacement
In March 2022 the council went live with its new telephony system, RingCentral.  Key to the successful roll-
out was the communication of the changes to both internal staff, members and the public, due to the short 
‘downtime’ when the telephony system was changed over.  Overall, the implementation of the new system 
has been a success.

Shared Services
The Revenues & Benefits Shared Management operation ceased on 31 March 2022.  This has been 
replaced with a revised management structure within the team with the introduction of a Service Manager 
(Revenues & Benefits), supported by an Assistant Revenues & Benefits Manager.

Annual indicator

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.

0%

5%

10%

15%

2019-20 2020-21 2021-22



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% 63.6% 69.8%

2022-23

Counter Fraud update - James Larkin 

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

Internal Audit: A number of in-year vacancies, and some periods of sickness had quite a significant impact on resources 
that resulted in revisions to the agreed plan, which were agreed by the Finance & Audit Committee. The final outturn for 
2021-22 was 90% of the agreed assurance reviews delivered (audit fieldwork completed) against a target of 95%, with the 
remaining 10% underway. This result was disappointing due to the considerable efforts by staff in Internal Audit but there 
were circumstances beyond the control of the service.

The restructure of the service, which saw some changes to create more operational resource for the future was completed 
with the last Internal Auditor taking up their post in February 2022.
 
The Internal Audit team also has a performance indicator relating to the implementation of agreed actions. At the end of 
quarter three 2021-22, it was reported that 16 actions remained outstanding. Of those, the following actions have now been 
implemented;

• 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,
• Officers being reminded of responsibility to record sufficient data relating to visit for health & safety purposes,
• Records of visits undertaken being maintained after the event, 
• Staff being reminded to undertake all relevant security checks before conducting visits, 
• Consideration being given to having Non-Exec Directors on the Rosherville Board,
• A review of the process for updating customer records following corporate debt action.

A cumulative total of 63 agreed actions were due to be implemented by the end of Q4 and as of 31 March 2022, 19 of these 
remained outstanding. Outstanding actions relate to:
• A review of the debt data matching process and tools involved,
• The corporate model procedures in the lone working policy being updated,
• Managers being reminded of responsibility for making regular contact with officers conducting visits away from the office,
• Managers undertaking regular quality checks to ensure records relating to visits are accurate and addressed in 1-2-1 
meetings,
• A secondment agreement being put in place for the new Monitoring Officer,
• A review of the constitution to ensure consistent reference to Member training,
• Review of shared service agreements to ensure KPI’s remain realistic,
• Training being provided to all Directors of Rosherville
• Facility for recording amendments and updates being added to all policies,
• A strategy documenting the aims and objectives of the councils apprenticeship scheme,
• A process should be put in place to ensure that apprenticeships are promoted and considered at the earliest stage of 
recruitment,
• The Apprenticeship Policy being reviewed and updated,
• Arrangements made to review the procedure notes/guidance for the administration of leaseholder service charges,
• Agreements should be in place for all enforcement services, including expected performance,
• Review the arrangements in place to raise interim service charges, with an appropriate policy explaining how interim 
charges are calculated,
• Review of the arrangements in place to respond to requests to view the accounts which can be made available for the 
inspection of leaseholders,
• Arrangements be put in place to facilitate the timely renewal of HMO licences and for enforcement action to be taken 
where this is not the case,
• Arrangements be put in place to ensure the council is able to take robust private housing enforcement action, and
• The necessary work to facilitate the introduction of Civil Penalties to be progressed

Progress made towards implementing outstanding actions 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 IA&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

There were vacancies in year for both Counter Fraud Officer and Intelligence analyst posts, however, 
all vacancies were filled successfully with a replacement Intelligence analyst being the last to start on 
01 February 2022.

Despite the various periods of vacancy, investigation activity continued at pace throughout the quarter. 
Figures for Q4 are provided below along with full year results in ( );
• Additional council tax (historic liability) of £21,430.78 (£162,638.75)
• Additional council tax liability of £17,035.32 for future years. (£76,081.99)
• Civil penalties totalling £0 (£1,750)
• Additional Business Rates (historic liability) £0 (£24,458.11)
• Housing Benefit overpayments £0 (£2,913.65)
• Business Grant £10,000 (£20,000 year to date)
• Council Properties recovered – 0 (Two, representing notional saving of 
£186,000).

#3 PROGRESS
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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% 85%

2021-22 84% 79% 88% 86%

2022-23

Information Governance
The Information Governance Team have continued 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. This 
quarter the information Governance Team oversaw the refresh and publication on the council website of 
the Publication Scheme, a requirement in the Freedom of Information Act 2000.

The broader aspect of the IG Team’s work also covers data protection. This quarter has seen the 
continued support for services introducing new technology and systems and ensuring compliance when 
these systems are processing personal data of local people.

Risk Management 
Risk Management is embedded in the authority’s culture. Day to day operational risks are recorded on an 
annual basis and managed by services managers who know their service best. The Corporate Risk 
register encompasses cross cutting risks and is formally reviewed every 6 months.

In November 2021, the ‘Risk Management Working Group’ was formed, to enhance and further develop 
risk management principles at the Council. This group meets quarterly and is made up of senior officers 
from all services of the Council. The group reviews both service and corporate risk and discusses any 
emerging risks to the authority so that mitigating action can be swiftly taken as appropriate.

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

3. 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 #3 PROGRESS
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