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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 20.8

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 11.5

The quarter remains above the expected level of 20 days although there is now an improving trend. This 
improvement is due to the appointment of staff to vacant established posts within the service. 

However, it should be recognised that the performance measure is a mean average of the number of days 
to assess a claim. If the average is 20.8 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.

* PI 23 Average Processing time for housing benefit claims. This is 20.8 days and is an improvement on 
Q1 which was 22.4 days.  The month of September showed performance at 18.4 days with further 
improvement in October at 16.5 days . The latest available national data (Q1 – received 28 October) 
reported that the general trend over the past 18 months has been an upward one with nationally an 
average of 23 days and Kent districts averaging 22.0 days.

* PI 24 Average processing time to assess changes of circumstances for housing benefit claims. This is 
11.5 days which is identical to Q1 performance.  The month of September showed performance at 6.7 
days with further improvement in October at 5.1 days . The latest available national data (Q1) reported 
that the general trend over the past 18 months has been an upward one with nationally an average of 7 
days and Kent districts averaging 7 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 55

#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.

During Q2 there were 55 complaints compared to 46 received in the previous quarter. 

Of those 55, 48 were recorded as Stage 1 complaints, of which 46 (95.8%) met the 10 day deadline to 
respond. There were 7 Stage 2 complaints, of which 5 (71.4%) met the 20 day deadline to respond and 1 
has been extended for further investigation.
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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 14,601

#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

In response to the significant financial pressures the Council is now facing coupled with the changes in 
working practises brought about by the COVID-19 pandemic, a Corporate Improvement Project was 
established. 

The aim of this project is to consider how the Council allocates resources in an efficient and effective 
manner to ensure that it continues to deliver services in the best way for its communities. 

It is anticipated that all service areas will be reviewed during a 2-3 year period and that these reviews will 
deliver net expenditure savings of £700,000 over the next 5 years. 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% 91.4%

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 
Quarter 2 has seen the last of the remaining 2021-22 audit reviews delayed by staffing vacancies in year, 
all finalised.

As of 30 September, 26% of the plan had been delivered (audit fieldwork completed), with a further 21% 
underway. The percentages are based on the number of reviews expected to be undertaken during 2022-
23 with the resource projected at the start of the year. There will be a change to these figures once the 
amended resources have been applied and the plan for Q3-Q4 approved.

An Internal Auditor left the team with effect from 31 May and a new apprentice has been offered a post but 
a start date is yet to be confirmed.

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

* 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 of the arrangements in place to respond to requests to view the accounts which can be made 
available for the inspection of leaseholders,

A cumulative total of 35 recommendations/actions were due to be implemented by the end of Q2 and as 
of 30 September 2022, three of these remained outstanding. 
Outstanding recommendations/actions relate to:

* Review the arrangements in place to raise interim service charges, with an appropriate policy explaining 
how interim charges are calculated,
* The Leaseholder handbook should be updated and made available to Leaseholders.
* Investigations to be undertaken and arrangements agreed for the council’s other websites 
(www.visitgravesend.co.uk and www.gravesendboroughmarket.co.uk) to be made compliant with the 
Accessibility Regulations, including publishing of appropriate accessibility statements.

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

Counter Fraud
The focus on fraud awareness activity has continued with awareness session delivered to Housing Options, 
Housing (Landlord Services) and Customer Services during the quarter. Introductory sessions are being 
planned with a number of other services. 

Investigation activity during the quarter to date has led to the following;
* Additional council tax (historic liability) of £59,704.
* Additional council tax liability of £40,706 for future years.
* Civil penalties totalling £70.00

One person has received a caution for failing to report a change in circumstances.
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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% 97%

Governance: In discharging its statutory corporate governance duties, as identified through the Accounts 
and Audit Regulations 2015, on 19 July 2022 Members of the Finance & Audit Committee were presented 
with a draft Annual Governance Statement (AGS) for 2021-22.

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 and areas of business 
to further develop and strengthen the council’s governance framework in 2022-23:
• Constitution;
• Corporate Plan 2023-27 - Consultation;
• Financial Pressures Review;
• Statement of Accounts; and
• Rosherville Limited - Governance Framework.

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

The council regularly reviews policies to ensure they remain relevant. An example of this was the recent 
review of the Contract Procedure Rules and Procurement Thresholds which took place during the first half 
of the year. This saw a removal of legislation pertaining to the EU and raising of procurement thresholds to 
appropriate levels for decision making.

Key business and strategic risks are held in Operational Risk Registers at service level and the Corporate 
Risk Register. These risks are reviewed on a six monthly basis. The main review of the Corporate Risk 
Register is carried out during December each year which is considered by Management Team, Finance 
and Audit Committee and Cabinet. This is then approved by Full Council in February. To compliment this 
exercise a quarterly Risk Management Working Group was established to ensure that service managers 
were made of emerging risks that could affect service delivery and to ensure Management Team are 
made aware of the risk landscape of the council.

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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