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HB Passported Status
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Number of HB only New Claims
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Number of HB only Change of Circumstances
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HB / HB and CTB Speed of Processing
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HB Speed of Processing New Claims (Wales)

Variation in average time taken to process HB new claims by Welsh LAs
April 14 to December 16
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HB Speed of Processing CoC’s (Wales)

Variation in average time taken to process HB changes by Welsh LAs
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Customer Management Information
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Customer Management Information

85% -
80% -
z
S
2
E 75% -
[
@
&
& J0% -
>
T,
65% j
60% T T T T T
o = X @ b X
(s) ) Qe \Q’ 2 )
o{\b ‘3,’5’ @Q? LW \-.}, < _ 8‘@{\ {gp ,@; _ 8‘@ Q}
N o~ o = S A N ,_,cP
e.o c,‘.,o ) o‘- @ 0‘ 0\} @
& < &Y s
Notes

« Average CMI scores are calculated as a rolling average for the last 4 quarters — Q4
2015/16 to Q3 2016/17, to remove any seasonal influences.

Key Messages

* There is some regional variation in performance, with Scotland’s performance
significantly above the GB average, and London’s performance consistently below.
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FERIS 2 Performance

Adjusted 9.30% 4.90% 1.90% 5.40% 0.30% 1.10% -0.60% 0.20% 3.60% 4.90% 2.60% 3.70% 5.60% -0.7%

Unadjusted | 4.10% 0.00% -2.80% 0.40% -4.60% -3.90% -5.50% -4.70% -3.80% -2.60% -4.70% -3.60% -1.20% -7.3%

F & E Spend Breakdown (regardless of year paid as
0f16/05/2017)

FERIS 1 Paid Out . .

FERIS 1 Start-up Fund & Bid Fund | £8,416,547.00 FERIS funding has allowed LAs to bid for
FERIS 1 ME £7 593 424 .00 monies to find a range of ways to target Fraud
FERIS 1 Incentive Payments £6.057.613.00 and Error - from interventions strategies to
FERIS 2 * Paid Out innovative ways to influence customer

FERIS 2 MF Payment £12,413,755.58 behaviour through, for example, directed
FERIS 2 Incentive Payments £5,772,492.00 marketing to the use of cutting edge

RBI Paid Out Behavioural Insight techniques

RBI Opt-in Payments £14,708,482.00 * Note FERIS 2 Q4 and EOY sitill to be paid
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Housing Benefit Debt and Recoveries
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Housing Benefit Debt Performance Variation
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Housing Benefit Fraud and Error

HB Fraud and Error Over Time
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National HB F&E statistics
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Tackling HB Fraud and Error

Engagement

Individual LA visits

On-going Local Authority
Association consultation
Effective communications —
HB Direct, Circulars, Bulletins,
CEO letters

Funding

Successful delivery of Fraud &
Error Reduction Incentive
Scheme 2 (FERIS)
Development of RBI
Appropriate New Burdens
Funding Secured

NEWADEIE:]

LA access to Real Time
Earnings Information (RTI)
Optional RTI

RTI Bulk Data Match
Improved Housing Benefit
Matching Service rules

Ml

* Development of Caseload MI -
focussing and enabling LAs to
keep claims right

Data Flows

* Managing the infrastructure
that allows delivery of safe,
secure and relevant data from
Central Government to LAs

Good Practice

Collation and dissemination
of good practice through
consultancy and
publications

Facilitating LA Fraud &
Error Workshops

Department for Work & Pensions
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HDD Support
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The Role of PDT

* Providing consultancy support for LAs to:

Reduce the time taken to process Housing Benefit (HB) new claims and/or changes of
circumstances

reduce fraud and error
improve debt recovery

improve quality checking and support moves to a shared service

* Undertaking a range of projects including working with:

LAs to better understand the cause and effect of fraud and error

DWP colleagues to better understand the level of recovery from HB debt transferred to
DWP for collection to date

DWP colleagues to test WURT]I with the volunteer councils

Improving the HB “Customer Journey”

Department for Work & Pensions
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The Scope of PDT
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Work undertaken to support HB customer journey

Housing Delivery Division PDT , has worked closely with DWP Operations to:

produce an HB customer journey blueprint
» deliver workshops with LAs to identify issues
» review Operational guidance and procedures

» re-negotiated HB governance for 2016/17 to ensure that HB forms part of all
impact assessments on the other benefit customer journeys i.e. JSA

» work with the DWP networks to deliver workshops to raise HB profile and
improve FA/Work Coach understanding of HB gather process

« work with Quality Governance Board to develop Critical Process Points
(CPPs) across the HB customer journey

Department for Work & Pensions
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List of HDD Good Practice Guides

Housing Benefit subsidy quidance manual 2016 to 2017

Housing Benefit quality assurance process: good practice quide

Housing Benefit review: local authority good practice quide

Housing Benefit overpayment recovery good practice

Discretionary Housing Payments guidance manual

Department for Work & Pensions
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https://www.gov.uk/government/publications/housing-benefit-subsidy-guidance-manual-2016-to-2017
https://www.gov.uk/government/publications/housing-benefit-subsidy-guidance-manual-2016-to-2017
https://www.gov.uk/government/publications/housing-benefit-subsidy-guidance-manual-2016-to-2017
https://www.gov.uk/government/publications/housing-benefit-quality-assurance-process-good-practice-guide
https://www.gov.uk/government/publications/housing-benefit-review-local-authority-good-practice-guide
https://www.gov.uk/government/publications/housing-benefit-overpayment-recovery-good-practice
https://www.gov.uk/government/publications/discretionary-housing-payments-guidance-manual

Fraud Referral Activity

Concerns were expressed by LAs about the new fraud process. Confidence in the new
arrangements has been patchy, with referrals reducing by approximately 75% in some areas and
stopping altogether in others.

HDD undertook a sensitively handled independent review of the process, working with DWP
Fraud & Error Service (FES) and LAs, and made 35 recommendations. All have been accepted

and most have already been implemented — although we accept that the results may take time to
filter through and we should strive for continuous improvement

A large number of the recommendations related to the Central Referral Service (formerly Referral
Enhancement Service).

We have also improved the Local Authority Information Exchange form (LAIEF).

Concern also raised about the Low Level Fraud process and Fail to Attend Cases

Department for Work & Pensions
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Fraud Referral Activity — Communication
and Next Steps

* These changes were communicated to you in a circular in February 2017 and HDD also held a
conference call to highlight all the improvements made and give LAs the opportunity to raise questions —
a great success with over 400 people dialling in.

+ We are currently embarking on an evaluation exercise of the changes that have been made to the
process. We are going to conduct this evidenced based review through a series of HB fraud health
checks.

+ SLA - agreement has been reached in FES to amend the timescales for action noted in the current SLA
between individual LAs and their FES counterparts. The SLA is being re-drafted to better reflect
achievable timescales in the light of new processes.

* Ml —work is continuing to develop a suite of Ml that will support the new arrangements. We expect to
have this ready for discussion very soon.

« HDD have listened to your concerns and taken proactive steps top address them. With further co-
operation we are confident we can end up with a process that is robust and supports our collective
efforts to bear down on HB fraud.
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Funding

2013/14 2014/15 2015/16 2016/17 2017/18
HB Admin Subsidy (£)
millions 466 430.77 304 261.76 235.9;
2016/17 2017/18 2018/19 2019/20 2020/21
Discretionary Housing
Payment (£) millions 150 185 170 155 140

The quantum for 2017/18 was finalised in December 2016 and an agreed methodology determined
in conjunction with the LAA Steering Group.

An updated schedule was issued February 2017 which included the figures for Discretionary
Housing Payment (DHP), Government Contribution, DHP Administration Funding (including the on-
going costs of implementing welfare reform changes) and the Benefit Cap figures.

We are currently having discussions with LA reps about a more holistic approach to funding activity
LAs do on our behalf

We are working with people from all 3 national representative groups and groups representing LA
CFOs. Our joint aim is to get a clearer understanding of the costs associated with the work LAs
complete on our behalf, and to then consider the funding available and how it can be distributed.

In an endeavour to provide a more streamlined service that enables LAs to plan effectively; we are
working across teams in DWP and speaking with DCLG and the Devolved Administrations in looking
at all the LA funding streams DWP currently provide, including Universal Support.

Department for Work & Pensions
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New Burdens Funding 2017/18

Measure Budget Owner 2017/18
DHP Admin HDD from 16/17 £10,318,44
Single Fraud Investigation Service (SFIS) HDD from 17/18 £2,096,332
Assessed Income Period (AIP) Removal HDD from 17/18 £380,000
Limiting Support to Two Children HDD from 17/18 £1,557,238
Removal of Spare Room Subsidy HDD £1,259,820
Reduce Temporary Absence outside GB HDD £497,981
Migrants Access to Benefits HDD £500,000
Bereavement Support Payments HDD £335,600
Benefit Cap - £20k and £23k in London Ben Cap Project £9,500,883
Bulk Data Match — Real Time Information (RTI) FED 2.291m
Data Cleanse

Real Time Information Service (Implementation FED £663,470

costs)

Department for Work & Pensions
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Universal Credit

UC Roll Out for Transition

July 17 — 30 sites (Inc. 8 sites at 50%)

Aug 17 — Summer Break

Sept 17 — 8 sites at 50%
Oct 17 — 53 sites
Nov 17 — 48 sites
Dec 17 — 52 sites

Jan 18 — Winter Break

Feb 18 — 62 sites
March 18 — 68 sites
April 18 — 60 sites
May 18 — 61 sites
June 18 — 60 sites
July 18 -53 sites
Aug 18 — 36 sites
Sept 18 — 48 sites
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Universal Credit Khown Issues

e LCTRS issues

« HB Stop Notices

e Data Issues

* LA Software Supplier issues

Department for Work & Pensions
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Housing Benefit Data Matching Service (HBMS)

General Referral Matching Service Project went live June 17. The purpose of the
project was to enable HB F&E referrals to continue to be delivered to LAs as a DWP
‘in-house’ service. By introducing the centric solution this has provided a more flexible
IT platform to enable business changes to be introduced quickly and not be
commercially constrained

7 new capital rules will go live August 17

A new HBMS performance framework will be in place by Oct 17 that will provide HDD
with a mechanism to create Ml on a quarterly basis and monitor the performance of all
rules through PDT engagement

Early evaluation work has started to understand the impact of the new HB Risk model
that was delivered into LAs at the end of last year

Department for Work & Pensions
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What's on the Horizon

 EAS Replacement

- WURTI

« Debt Tracing Service

« PSAA Replacement

« HBMS Rules Updating

* Future Data Sharing

Department for Work & Pensions
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