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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 20.5

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 9.1

The quarter remains slightly above the expected level of 20 days at 20.5 days for new claims although 
there remains 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 20.5 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.

The service met up with the DWP Local Authority Partnership , Engagement and Delivery Division on 11 
January 2023 as part of a quarterly performance review. They classified the councils performance as 
'Good' with no areas of concern. However, they recognised that the service was continuing to look to bring 
the performance back to levels similar to the past 2-3 years despite the higher complexity of remaining 
claims now received.

* PI 23 Average Processing time for housing benefit claims. This is 20.5 days and is an improvement on 
Q2 which was 20.8 days.  The latest available national data (Q2 – received 26 January 2023) reported that 
the general trend since Q3 2020 continues upwards with nationally an average of 21 days and Kent 
districts averaging 23 days. 

* PI 24 Average processing time to assess changes of circumstances for housing benefit claims. This is 
9.1 days which is an improvement on Q2 performance of 11.5 days. The latest available national data 
(Q2) reported that the general trend over the past 18 months has been a gradual upward one with 
nationally an average of 8.2 days and Kent districts averaging 8 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 48

#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 Q3 there were 48 complaints compared to 55 in the previous quarter. 47 of those complaints were 
Stage 1, of which 2 did not meet the 10 day response deadline (DSO and Revs & Bens) and 3 had their 
deadlines extended for further investigation (DSO - 2 and WMU - 1). The Stage 2 complaint met the 20 
day response deadline. Details of complaints received in the quarter are set out in the table below. 

In addition, Q3 also saw 107 service compliments received from customers, compared to 99 in Q2.
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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 15,287

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

#3 PROGRESS
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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

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.

The most recent Medium Term Financial Plan indicates that the council has a residual budget gap of 
£4.3m in 2026/27, noting that this starts to appear in the 2024-25 financial year.  

Being proactive in addressing this budget gap, the council has identified 5 initiatives that it will pursue over 
the term of the Medium Term Financial Strategy. These are:-

- Budget Rationalisation
- Review of Fees & Charges
- Asset Optimisation
- Trading and Commercial
- Continuous Improvement Reviews

So far the council has identified over £1.4m of base budget savings under these initiatives.

Continuous improvement reviews commenced in September 2022. The aim of these reviews is to provide 
Management Team / Members with options to consider on how the service areas could be delivered going 
forward whilst considering cost savings, initiatives to increase income and improving efficiency.

#3 PROGRESSP O L I C Y   C O M M I T M E N T 
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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% 88.2%

#3 PROGRESS

Introductory sessions have taken place with Leasehold Services and Regulatory Services ahead of more 
detailed fraud awareness training, The team have also commenced work on generic fraud awareness 
training materials with a view to offering online sessions.  

Work has also continued on the National Fraud Initiative exercise, with all relevant data submissions 
completed and all matches received by 31 December subject to their initial check.

Investigation activity during the quarter to date has led to the following;
•	Additional council tax (historic liability) of £15,210 (£100,607 YTD)
•	Additional council tax liability of £5,214 for future years (£70,983 YTD)
•	Notional Saving of £93,000 associated with the recovery of a council property.

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

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.

As of 31 December 2022, 47% of the Internal Audit Plan had been delivered (audit fieldwork completed), 
with a further 5% underway. These percentages are based on the number of reviews to be undertaken 
following amendments to the agreed plans to account for lost resources.

An Apprentice Internal Auditor joined the team in Q3, so the team is currently fully staffed.

The Internal Audit team also has a performance indicator relating to the implementation of agreed 
recommendations/actions. At the end of Q1, it was reported that three recommendations /actions 
remained outstandin, with the following now having been implemented;

- 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.

Revised implementation dates have been agreed for the following (outstanding at the end of Q2): 

- 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.

A cumulative total of 51 recommendations/actions were due to be implemented by the end of Q3 and as 
of 31 December 2022, six of these remained outstanding relating relate to:

- Review the discount, disregard and exemption applications (including online and paper forms), ensuring 
that appropriate applications are accompanied by a signed application form.
- Arrangements to be put in place to ensure that costs are recovered for all temporary accommodation 
placements outside of the council’s housing stock, by ensuring housing benefit is claimed where eligible 
and / or the raising of appropriate invoices which are regularly monitored and non-payment followed up.
- Arrangements to be put in place for these policies to re-circulated to staff on a regular basis, particularly 
when any changes have been implemented.
- A review to be carried out of the forms and processes in place to capture data incidents, to ensure a 
complete record is available of the incident, who investigated, how it occurred, who it was reported to and 
why, and what action was subsequently taken.
- Regular quality assurance checks to be carried out on a sample of decided applications.
- Timely completion of the pre-validation checklist to be made a mandatory part of the validation process 
and monitored via the Planning Technical Support Team Leader.

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 specifically highlighted with updates from the 
relevant services provided.

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

Counter Fraud update - James Larkin 
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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% 99%

Information Governance 
The Information Governance Manager’s post was successfully recruited, and the new manager joined the 
council on 12th September 2022.

A thorough gap analysis of the council’s GDPR compliance was conducted using the accountability 
framework provided by the ICO. The framework provides advise and actions which if carried out would 
help to indicate the council’s compliance with the accountability principle of the GDPR.

During Q3 2022/23, the council has remained consistent in its handling of requests for information under 
Freedom of Information Act and Environmental Information Regs. with 99.5% (expected rate of response 
by the ICO – 90%) of requests receiving a response within the statutory deadline of 20 working days. This 
is a significant achievement by the council staff working closely with Information Governance team.

There were no data incidents reported to the ICO during Q3. All incidents reported to the Information 
Governance team were carefully risk assessed and colleagues reporting the incidents have been issued 
with further guidance to minimise risk of recurrence of such incidents.

Risk
Q3 saw the commencement of the consideration / collation of the corporate risk register for 2023/24. Each 
year, senior officers assess risks within their respective areas to ascertain their likelihood and impact on 
the council, the high scoring risks are included in the corporate risk register. 

The draft risk register for 2023/24 has identified 7 corporate risks. These will be considered by the Finance 
and Audit Committee and Cabinet before the Corporate Risk Register is finalised and approved by Full 
Council in April 2023.

Business Planning
Q3 saw the commencement of the council's service business planning process for 2023/24. 

Working in conjunction with the budget setting process, business plans are established to provide a road 
map for each service to work towards in the year ahead; identifying the key milestones, projects and 
initiatives and, equally, the risks to service delivery, alongside the respective resources required. Business 
plans also act as a key component of the staff performance framework, enabling all officers the opportunity 
to identify how their activities and level of individual performance contributes to the delivery of the council's 
Corporate Plan commitments.

A key part to business planning as a process is the requirement for an assessment of each service's 
statutory duties. This ensures effective controls are planned for and ultimately put in place to discharge the 
variety of legislative duties the authority is responsible for. An example of such a control includes council 
policy formation, where legislative demands include the need either to have an appropriate policy in place, 
or that any policy must account for specific statutory duties – or both. 

The service business planning process provides the Corporate Management Team the required assurance 
these legal requirements are captured as part of the timetable of activity for each service.

#3 PROGRESS
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 
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