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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 22.4

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 11.5

In comparison to previous quarters the number of days to assess housing benefit claims is at a higher rate 
than 2021/22 outturn. This has in the main been due to resourcing issues both vacancies, unexpected 
additional work pressures e.g., energy payments to approx. 35,000 properties and additional workloads 
including the requirement for full case reviews; identification, assessment and application of financial 
support payments.However, it must be recognised that the performance measure is a mean average of 
the number of days to assess a claim. If the average is 22.4 days it is not necessarily just because of 
administrative delay by the service it includes the time for the claimant to provide any necessary evidence 
in support of the claim. Historically, there were high levels of simpler claims which could be assessed 
more promptly as they required less evidence thereby reducing the 'mean' average. The move to 
Universal Credit for new claims means that councils only receive the more complex cases which are 
supported or temporary accommodation and pension age claimants. This has affected both national and 
local averages. At a meeting on 19 July 2022 with the Department for Work and Pensions performance 
liaison officer the service was advised that despite our concerns they deemed our performance as 'Good' 
in comparison to other local authorities. 

The service has recruited to a number of posts over the past quarter in order to robustly deal with the 
challenges it is facing. Whilst it can take one year plus to fully train a new member of staff there are 
promising signs that the recruitment is reducing the outstanding workload and ultimately will reduce 
average number of days to assess. Additionally, reviewing of processes and the freeing of resources once 
all energy payments made will assist the processing of claims.

* PI 23 Average Processing time for housing benefit claims. This is 22.4 days and is above the previous 
year Q4 (outturn) performance of 16.4 days.  The latest available national data Q4 (outturn) reported that 
the general trend over the past 18 months has been an upward one with nationally an average of 20 days 
and Kent districts averaging 18.0 days.

* PI 24 Average processing time to assess changes of circumstances for housing benefit claims. This is 
11.5 days, compared to the previous year Q4 (outturn) performance of 4.4 days . The latest available 
national data Q4 (outturn) reported that the general trend over the past 18 months has been an upward 
one with nationally an average of 6 days and Kent districts averaging 5 days.

#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)
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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 46

#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 Q1 there were 46 complaints compared to 36 complaints in Q4. There were 42 Stage 1 
complaints of which 38 met the 10 day deadline to respond. There were 4 Stage 2 complaints and 3 met 
the 20 day deadline to respond.
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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 13,695

#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

As part of its programme of activity under the Medium Term Financial Strategy, the council is intending to 
commence a further service review process. The aim of the process is to identify opportunities to reduce 
net service expenditure, either through delivering services in different ways or at lower cost, increasing 
income generated by services provided by the council, or identifying where there is potential to cease the 
provision of some services altogether.  

The team of officers to carry out this programme of Continuous Improvement Reviews has now been 
formed and a programme of reviews determined. Further information on this programme will be reported 
to Cabinet in due course. 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.
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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% 63.6% 69.8%

2022-23 61.9%

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 
During the first Quarter, the team has been busy finalising reports for the remaining 2021-22 audit reviews delayed by 
staffing vacancies in year.  

This has caused a minor impact on plan delivery for the current year, but a further vacancy has had the greatest impact on 
resource. As of 30 June, 4% of the plan had been delivered (audit fieldwork completed), with a further 29% underway. 
These percentages are based on the number of reviews expected to be undertaken during 2022-23. The figures are lower 
than anticipated but we are working hard to improve them.

An Internal Auditor left the team with effect from 31 May and we have so far been unsuccessful at recruiting a replacement 
despite two attempts. Further discussions are taking place with the recruitment team in HR to see what else we can do to 
encourage applications.

The Internal Audit team also has a performance indicator relating to the implementation of agreed 
recommendations/actions. At the end of quarter four 2021-22, it was reported that 19 recommendations remained 
outstanding. Of those, the following recommendations/actions have now been implemented;

• 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,
• Training being provided to all Directors of Rosherville
• Facility for recording amendments and updates being added to all policies,
• 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,
• Appropriate agreements should be put in place for all enforcement services, including expected performance,
• 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

A cumulative total of 31 recommendations/actions were due to be implemented by the end of Q1 and as of 30 June 2021, 9 
of these remained outstanding. 
Outstanding recommendations/actions relate to:

• 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,
• Arrangements made to review the procedure notes/guidance for the administration of leaseholder service charges,
• A strategy documenting the aims and objectives of the councils apprenticeship scheme,
• 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,
• Review of the arrangements in place to respond to requests to view the accounts which can be made available for the 
inspection of leaseholders,
• The Leaseholder handbook should be updated and made available to Leaseholders.

Progress made towards implementing outstanding recommendations is monitored on a quarterly basis, through reports to 
the council’s Management Team. Details of all recommendations/actions agreed, implemented and outstanding are 
provided to the council’s Finance & Audit Committee as part of the quarterly and annual Internal Audit 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.

#3 PROGRESS

A new counter fraud plan was introduced for 2022-23 highlighting all areas of work planned, not just 
investigative activity. The process for conducting fraud risk assessments has commenced with common 
areas of fraud highlighted and scoring for inherent risk. The next phase will see services consulted on 
controls and the residual risk scores calculated. 

There has also been a greater focus on fraud awareness activity and a Members awareness session has 
taken place. Officers from the team are now attending team meetings within other services to provide 
information on services available from counter fraud and gathering other information to enable fraud 
awareness sessions to be prepared. 

Investigation activity during the year to date has led to the following;
• Additional council tax (historic liability) of £25,693.
• Additional council tax liability of £25,063 for future years.
• Civil penalties totalling £70.00
• One person cautioned for failing to report a change in circumstances. This is the first time we have been 
able to impose a sanction since before the Covid Pandemic.

The recent appointment of a second Counter Fraud Intelligence Analyst has proven effective with the work 
on National Fraud Initiative matches being the most up to date they have ever been. This has enabled 
counter fraud officers to focus on their more complex cases. 
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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 85% 80% 88% 86%

2022-23 89%

During the first quarter of 2021/22 the prior year Information Governance Annual Report was prepared and 
presented to the Performance & Administration Committee. 

During Q1 2022/23, the council has remained consistent in its handling of requests for information under 
Freedom of Information Act and Environmental Information Regs. with 89% of requests receiving a 
response within the statutory deadline of 20 working days.

Following approval of the Surveillance Camera Policy, activity continues to prepare Code of Assessment 
packs for each surveillance camera system operated by the council.  Self Assessments documents 
drafted are currently being worked through and Data Privacy Impact Assessments (DPIA's) updated.   

Phishing awareness training has been delivered to staff followed by a simulation exercises to test the 
effectiveness of the training. Further phishing awareness training is being delivered to those who failed the 
test. Later this year additional comprehensive cyber awareness training will be provided to staff and 
members.

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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