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3 Definitions

The words in this Revenues and Benefits Output Specification shall have the meanings attributed totheminthe Agreement wherethe context so permits

and unless otherwise stated.

In this Revenues Benefits Output Specification, unless the context otherwise requires, the following words and expressions shall have the meanings given

below:
Term Definition
AOE means an Attachment of Earnings Order
AppealsService means the Department for Work and Pensions Appeals Service;
ADDACS means Automated Direct Debit Amendment and Cancellation Service
ARUDD means Automated Return of Unpaid Direct Debits
AUDDIS means Automated Direct Debit Instruction Service
BACS means BACS Payment Schemes Ltd

Barnet Homes

means Barnet Homes Limited, (Company registered number 04948659) whose registered
office is at Barnet House, 1255 High Road, Whetstone, London N20 OEJ

Business means a defined geographical areain which businesses pay an additional tax orfeein
Improvement orderto fundimprovements within the district’s boundaries

Districts

CAB means the Citizen’s Advice Bureau

CAFT means the Authority's Corporate Anti-Fraud Team

CIPFA means the Chartered Institute of Public Finance and Accountancy

CIS means the DWP's customerinformation system

Civica Open means the Council Tax, NNDR and Housing Benefit IT software system

Revenues

Completion Notice means a documentto confirmwhen a buildingis completeforlocal taxation purposes;
Council Tax means the tax levied and collected by each billing authority in accordance with section 1

of the Local Government Finance Act 1992 (as amended fromtime totime)

Council Tax Benefit

means a benefit provided for by virtue of the scheme under Section 123 of the Social
Security Contributions and Benefits Act 1992 (as amended from time to time) whichis
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Term Definition
administered by the billing authority in the form of a payment of payments by the
authority tothe entitled person ora reductioninthe amount of Council Tax payable by
the entitled person orboth

Council Tax Support | meansthe scheme operated by local authorities which replaces Council Tax Benefit from
1 April 2013 and providesrelief toanindividual onlow income inrespect of their Council
Tax liability.

DDICA means Direct Debit Indemnity Claim Automation

DHP means discretionary housing payments made underthe Discretionary Financial Assistance
Regulations 2001

DWP means the Department for Work and Pensions

E-BAR means the ElectronicBilling Authority Reports system operated by the VOA

EAS means the employee authentication system used by the DWP to secure its CIS

ETD means electronictransfer of datafrom DWP

EUT means End User Tracker documentation provided by the assigned sponsor forauthorising
access forusersto the EAS / CIS on-line system of the DWP.

HBRF means the Housing Benefit Recoveries and Fraud return submitted quarterly to DWP

HMO means a house of multiple occupation as defined in the Housing Act 2004

Housing Benefit means the payment made by local authorities on behalf of an individual onlow income in
respect of housing costs

Intervention meansthe review form sentto benefit claimantsin orderto update theircircumstances

LGO means the Local Government Ombudsman

Liability Order means an order made by magistratesin accordance with the provisions of the Local
Government Finance Act 1988 or the Local Government Finance Act 1992;

LLPG meansthe Local Land and Property Gazetteer

MOD means the Ministry of Defence

NNDR means National Non-Domestic Rates being atax on properties which are not used for
domesticpurposes

New Homes Bonus means the scheme operated by the Department of Communities and Local Government

Scheme which pays additional sumsinrelation to the growth of a local authority's Council Tax
base.

NFI means the National Fraud Initiative, a data matching exercise controlled CAFT

NHRA means the Non Housing Revenue Account (temporary accommodation)
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Term Definition

Rating List meansthe VOA's list of rateable valuesfor NNDR

RBV means Risk Based Verification, amethod of assessing the risk of fraud based on the
demographicand other profiles of the applicant

SHBE means the Single Housing Benefit Extract, amonthly electronicscan of claimant-level
data from OpenRevenues

VOA means the Valuation Office Agency whichis an executive agency of Her Majesty’s

Revenue and Customs

Valuation Tribunal

the independent body responsible for hearing appeals concerning Council Tax and
business rates valuations and Council Tax liability appeals

XML

means Extensible Markup Language, a data format thatis readable by both humans and
computers
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Core systems

CivicaOPENRevenues

e |EG4 online benefits new claim form
e FileTrail

e FIMS2 - Fraud Management

e (CIS—DWP Systems

e TUO —TellUs Once

e BACSpaymentservices

e Experian Bank Wizard

e ExperianCitizenView

e Northgate Pericles

e Northgate Information atwork
e CivicaSaffron Housing Rents

e (CapitaPaye.net

e (CapitaAxisIncome Manager

e Land Registry Portal

e MAG:NetLoCTA
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IRRV Euclidian

CoactiviaBridge

PTC Scheduler

PTC Consolidation

Business Objects Crystal Reports
SAP CRM

SAPR3

OPENQuery DataPA
OPENAccess

OPENVision

ColumbusR

Service Provider Liaison

The Service Providershall interface with internaland external organisations as required including but not limited to the following:

Internal

Elected Members

Cabinet

Internal Audit
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e Allotherdepartments of the Authority
e Trade Unions

External

e Governmentdepartments

e Valuation Office Agency

e MPs and Government Ministers

e AuditCommission

e External Auditors

e Bailiffs (code of practice exists)

e CitizensAdviceBureau

e Local Authorities

e Contractorsand othersuppliers of goodsand services
e Voluntarysector

e Disabled persongroups

e Professionallnstitutes

e JobCentre plus

e HousingAssociations

e Receiversand Liquidators
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Solicitors

IRRV — best practice in Revenues and Benefits

IRRV Forum —regional centre for current topics in Revenues and Benefits
CIPFA Revenues and Benefits Consortium - best practice
London Revenues Group - Revenues managersforum
Police

Post Office —redirection of mail

National Anti Fraud Network

Joint Working Unit (JWU) - DWP fraud initiative
Customs and Excise

National Fraud Initiative

The Courts Service and Barristers

Computersystem usergroup

Private landlords

BarnetHomes

The Pension & Disability Carers Service
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Designated Offices

Postal Address for Benefits
Barnet Council

Housing Benefits Service
PO Box 989

Northampton

NN3 0DB

Postal Address for Revenues
Barnet Council

Revenues Service

PO Box 988

Northampton

NN3 ODA

In Person

Burnt Oak Library

Watling Avenue

Edgware

HA8 0VB

Monday — Friday 9.00am — 5pm

BarnetHouse

1255 High Road

Whetstone

London

N20 OEJ

Monday to Friday, 9am to 5pm

10



Output Specification: Revenues and Benefits

Office locations for THE SERVICE

Surgeries (items of post can be deposited when buildings are open)

HendonJobcentre Plus
Crown Building

10 Finchley Lane
Hendon

London

NW4 1DP

Monday 9am - 4.30pm

Chipping Barnet Library
3 Stapylton Road
Barnet

Herts.

EN54QT

Wednesday 10.00am - 4.30pm

Grahame Park Housing Office
17 - 19 The Concourse
London

NW9 8DG

11
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Thursday 9am - 12.00pm

12
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4 Scope

General Introduction

The Authority's Revenues and Benefits service includes responsibility for:-
e 139,000 Council Tax Properties;

e 8,000 Business Rates Properties; and

e 33,700 Housing Benefit Caseload.

The Revenues and Benefits service operates on the Civica OPEN Revenues application, which includes an embedded electronic document
management system.

Telephone contacts for business rates and Council Tax recovery are handled within the current Business Rates team and Council Tax Recovery
Team. Initial telephone contacts for other Council Tax enquiries and all Benefits enquiries are handled by the customer services organisation.
Level 3 calls are handed off to the Revenues or Benefits services.

Face to face customer contacts for general Revenues and Benefits enquiries are primarily handled from the Authority's Burnt Oak and Barnet
House locations by customer service organisation staff, with additional contact points at other geographical locations being resourced on
certain days of the week.

New Benefits claimants may visit the Authority’s face to face locations at Burnt Oak and Barnet House to complete an electronic claim form,
submit evidence and/or have their claim assessed.

13
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Inclusions

The Service Provider shall provide (inter alia) the following as part of the Services:

the billing, collection and recovery (including preparatory work on any committal cases) of Council Tax;

the billing, collection and recovery (including preparatory work on any committal cases) of Business Rates;

the completing and submitting Non Domestic Rates Returns, CTB1 returns and QRC returns;

the recovery of Housing Benefit overpayments;

the assessment and award of Housing Benefit, Council Tax Support, residual Council Tax Benefit/Support, Local Assistance (Crisis Fund) and
Discretionary Housing Payments;

the administering and organisation of Housing Benefit appeals;

the dealing with all customer contact and complaints, as specified in the customer services organisation output specification contained
within this Schedule 1 (The Output Specification);

the administering of benefit subsidies;

the provision of systems administration

the provisions of training

Future Potential Impacts
The Service Provider shall anticipate and have regard to any changes statutory, practical or other changes that may impact on the services

described in this Output Specification including but not limited to:

the Welfare Reform Act 2012

the Localism Act 2012

the Authority’s new customer service operation

the Authority's new model as a commissioning council.

Exclusions

The Service Provider shall not be required to undertake the following activities which will be retained by the Authority:

14
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Revenues (Council Tax and Business Rates)
e committal applications at magistrates court
e authorisation of government returns, grant claims and estimates
e authorisation of write offs

Benefits (Housing Benefit and Council Tax Benefit/Support)
e authorisation of write offs
e authorisation of subsidy/grant claims and estimates

e authorisation of HBRF returns

Revenues and Benefits
e final approval of policies and strategy
e agreement of contract change control proposals
e overall responsibility for stage 3 complaints and Ombudsman complaints

Third Party Contracts
e where anobligationset out within this specification is discharged by a Third Party and the relevant Third Party Contract th at has not been novated
to the Service Provider the obligation willbe metin line with the Third Party Contract

15
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5 Data Room Documents

The partiesrecognise and agree that the inclusion of the Data Room documentsin Schedule 1 (Output Specification) is for information only andis not
intendedtogiverise tolegally binding rights and obligations between the parties except where these documents are specifically referredtoin Section 4 or
6 of this Output Specification.

Data type File name File contents Function/s related
toit
Customer Strategy Customer_Strategy Policy Corporate policy onintranet BS1
Policy
Authority Customer Council_customer_service Corporate policy onintranet BS3
service standards standards
Authority’s Corporate | Council’s_Complaints_Policy | Corporate policy onintranet BS34, CT40, N32

Complaints Policy
Annual Benefits

Report Annual_Benefits_Report

Guidance on bailiff National_Standards_for_ National Standards for Enforcement Agents 2012 can

action Enforcement_Agents_2012 also be found at: RS, N21
http://www.justice.gov.uk/downloads/courts/bailiffs -
enforcement-officers/national-standards-enforcement-
agents.pdf/

Local Policies Housing Benefits & Council Tax | Local policiesand strategies applicableto Revenues and

applicable Write off Policy Benefitsoutputs

16
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Data type

File name

Housing Benefits & Council Tax
Take up policy combined

Housing Benefits & Council Tax
vision combined

Housing Benefits & Council Tax
combined training policy

Housing Benefits & Council Tax
combinedtraining strategy

Housing Benefits Landlords
policy

Housing Benefits Landlords
strategy

Housing Benefits & Council Tax
service accessibility policy
combined

Housing Benefits & Council Tax
service accessibility strategy

Housing Benefits & Council Tax
Take up strategy combined

Housing Benefits & Council Tax
client confidentially policy

Housing Benefits & Council Tax
clientstrategy policy

Housing Benefits debt recovery
strategy

Housing Benefits DHP policy

Overpayment policy

Housing Benefits overpayments
code of practice

File contents

Function/s related
toit

17
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Data type File name File contents Function/s related
toit
Volumetricdata Various In Data Room
Performance data Various In Data Room
Service Level Various In Data Room
Agreements

18
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6 Service Requirement

The following section indicates the service requirements for Revenues and Benefits function.

The Service Provider shall adhere to the standards listed in the final column of the following table with Key Performance Indicators highlighted
in bold.

Overall requirements

Service Function Service Requirement Key volumes or Applicable service standards

Area frequency
requirements

ovoo1 Revenues The Service Provider shall comply with prevailing law and Authority Overriding requirement
(OVERALL) & Benefits policiesand guidelines. unless given
exemption/dispensation by
the Authority
0v002 All The Service Provider shall continuously improve the performance of the Annual action planand
services within its scope. monthly progress reports
. . . . . Improvement targets to be
The Service Providershall provide an annual action plan for continuous P ) g o
) tand . tstothe Authority detal agreed with the Authority in
improvementand mon reportsto the Authority detailing progress .
P . . yrep o 4 Eprog accordance with the
and likely downturnsin performance giving reasons for such downturns Agreement
and planfor resolution.
ovoo3 Al The Service Providershall contribute to the developmentand As defined by the Authority
implementation of change initiatives relating to the service required by

19
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legislation and/or otherdrivers. and agreed with the partner.

The Service Providershall ensure the availability of the professional

competencestodoso and share the same with the Authority.

ovoos All The Service Providershall liaise and interface with other partners and As agreed with the Authority
groups external to the Authority, including suppliers, DWP and Barnet
Homesinorder to representthe Authority, keep abreast of Revenues &

Benefits developments and thinking and support service improvement

Benefits Service

Function Service Requirement Key volumes or Applicable service standards

frequency
requirements

BEN0O1 Housing Benefit Claim The Service Providershall ensure that claims for Housing and Council KPI — Average speed of
(seneriTs) | Benefits, | Administration= | 4y Benefit/Support are fully verified in line with RBV Policy in orderto processing for new claims
Council Tax Claims preventfraudanderror. The Service Providershall ensure thatclaim
Support & formsand supporting evidence are stored onthe documentimaging KPI - Average speed of
residual system or anotheraccessible system and are available forinspection. processing for changes
Council Tax
Benefits The Service Providershall carry out verification of claims to maximise
good customerservice and performance indicator performance (for KPI - Accuracy of
example by using on-line information such as CIS and the contacting assessments
claimants by telephoneratherthan in writingas a matter of course.
BEN002 BenéﬁFC|aifn The Service Providershall ensure that Housing Benefit and Council Tax KPI — Average speed of
Administration - Benefit/Support claims are processed accurately and processed within processing for new claims

20
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Claims

timescalesinthe top ten percent (10%) performance for Outer London

Authorities.

KPI — Average speed of
processing for changes

KPI - Accuracy of

assessments
BEN003 BenefitClaim The Service Providershall process claims received underthe To administer within KPI
Administration -
Claims Homechoice and Threshold schemes as a priority and ensure thatan standards
accurate database is maintained of all such claims processed.
BENO04 INTENTIONALLY BLANK
BENOOS BenefitClaim The Service Providershall ensure that claims arising from lettings On arollingbasistoensure
Administration - . . . ; ;
a ministration arranged by the temporary accommodation team are compliant with compliance is provable
alms . . .
the subsidy criteriarelatingto NHRA tenancies. withinany auditschedule
BEN006 BenefitClaim The Service Providershall ensure that all necessary changes tothe KP1 - Average speed of
Administration - i i
Claims Council Tax system that are required in orderto process entitlement to processing for new claims
Council Tax Benefit/Support are made at the earliest opportunityinthe KPI — Average speed of
assessment process. processing for changes
BENOO7 BenefitClaim

Administration —
change of
circumstances

The Service Providershall ensure that changes of circumstances are
processed as quickly and accurately as possible to maximise
performance indicator performance. The Service Providershall process

details of changes of circumstance which it receives from Service Users

KPI — Average speed of
processing for new claims

KPI — Average speed of

21
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by telephone immediately if possible and in any event within 24 hours.

processing for changes

KPI - Accuracy of

assessments
BENOO8 Benefit Claim The Service Providershall process non-auto-processed ETDs so as to KPI — Average speed of
Administration — . - , . i i
ch;\'grzso;a on optimise performance indicator performance and avoid subsidy-lossdue processing for new claims
circumstances to delay. KPI - Average speed of
processing for changes
KPI - Accuracy of
assessments
BEN009 Benefit Claim The Service Providershall process post that has been returned marked Withinfive (5) Business Days
Administration — . o . .
change of returned tosender within five (5) days ensuring that claims are
circumstances cancelled orsuspended orenquiries initiated.
BENO10 Benefit Claim The Service Providershall process pre-tenancy determinations within Within (2) Business Days
Administration — .
; two (2) Business Days.
change of circs
BENO11 Benefit Claim The Service Providershall send rent referralson time, in the weekin Issueinthe week due.
Administration — . . . . . . L e
change of which they are due and accurately actioned on the benefit system Action decision within five
circumstances within five (5) days of receipt from the VOA (5) Business Days
BEN012 BenefitClaim KPI - Average speed of

Administration —
change of
circumstances

The Service Providershall process changes of circumstances promptly

and inline with DWP regulations and guidance.

processing for changes
KPI - Accuracy of

assessments

22
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BENO13 Benefit Claim The Service Providershall ensure that claims are suspended within five Within five (5) Business Days
'::;:i;eisz;ation ~ | (5) Business Days in line with DWP regulations and guidance when a
circumstances guestion has arisen regarding entitlement such as the non-return of an
interventionform.
BENO14 Benefit Claim The Service Providershall process Housing and Council Tax KPI — Average speed of
AdminiStr,ation ) Benefit/Supportinterventions on at least ten percent (10%) of the processing for changes
Interventions ) ) N i KPI - Accuracy of
caseloadin accordance with an Intervention timetable andinan assessments
accurate manner.
BENO15 Benefit Claim The Service Providershall process new claims for Housing and Council KPI — Average speed of
administration Tax Benefit/Support promptly and in line with DWP legislation and processing for new claims
guidance. The Service Providershall carry outthe same using best KPI - Accuracy of
practice systems and processes in a way that minimisesthe end-to-end assessments
processing time between the submission of a claim and the payment of
benefittothe claimant.
The Service Providershall make appropriate alternative arrangements
for dealing with claims from citizens who are unable to attend at the
benefits office in person so asto ensure thatit deliversan end-to-end
processing time comparable to that received by citizenswho are able to
so attend.
BENO016 BenefitClaim

administration

The Service Providershall operateonthe Authority’s behalf the local
benefits schemewhich disregards from the assessment of income the

value of war widows and war disablement pensions so as to limit

Ensure local scheme claims
are assessed within KPI’s,
and that incomeis correctly
assigned to ensure no loss of

23
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subsidy loss. subsidy.
BENO17 Benefit Claim The Service Providershall provide day to day effectiveliaison with all Case-related enquiries to be
administration third parties, such as Barnet Homes and the Authority's temporary turned around withinfive (5)
accommodation team to ensure timely resolution of outstanding claims days.
and any claimrelatedissues.
BENO18 Benefit Claim The Service Providershall ensure that all statutory notices of Within two (2) Business Days
administration determination are produced and issued within two (2) Business Days of
the decision being made.
BENO19 BenefitClaim The Service Providershall ensure that Housing Benefitis paid to the
dministrati . . . . . .
administration correct payeeinline with DWP regulations and guidance, taking action
promptly where rentarrears are notified and before the next payment
isdue at the latest.
BEN020 Benefit Claim Referwithin one (1) Business

administration

The Service Providershall refer potential fraud for Housing Benefit,
Council Tax Benefit/Support, DHP or any DWP benefitto CAFT. The
Service Providershall take timely action on all recommendations or

instructions whether at case level or systemicto minimiseloss due to

fraud.

Day of identifyingthe need
for afraudreferral.

Reassess any affected claim
within (five) 5Business Days
of obtaining and verifyingall
information, in conjunction
with the investigation
process, so that
overpayments and loss of

24
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subsidy are minimised.
BEN021 Benefit Claim The Service Providershall ensure that the law and the Authority’s
administration agreed guidelines and policies are followed and that benefit .

Local Authority Error
entitlement, Housing Benefit subsidy and overpayment recovery are Overpaymentand
maximised. Administrative Delay

Overpayments will be

maximised subjecttothe

Financial Guaranteessetout

inSchedule 4 Paymentand

Performance

BEN022 BenefitClaim The Service Providershall assess eligibilityfor backdating claimsin Within five (5) Business Days
Administration - | 5ccordance with the Housing Benefit and Council Tax Benefit of completing enquiries
backdates regulations, Council Tax Support procedures, DWP guidance and audit

requirements (as appropriate), ensuringall local procedures are
satisfied.

BENO23 INTENTIONALLY BLANK

BENO24 BenefitClaim The Service Providershall process requests for reconsiderationin a Reconsideration to be
szgi:si?;;ar:zzr;s timely and effective mannerinline with DWP legislation and guidance carr.ied out within ten.(lo)

by carrying out a review of the decision taken and taking appropriate Business Days of receipt of
actionincluding the revision or supersession of entitlement (if request.

appropriate) and the provision of a written reply explaining the decision

and detailing further appeal rights.

25
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BENO25 Benefit Claim The Service Providershall process applications for DHP in accordance Within five (5) Business Days
Administration - . . . . L
DHr:m's ration with DWP guidance and Authority policy and takinginto account
budgetary constraints.
BEN026 BenefitClaim The Service Providershall reply to all correspondence, including emails, Within five (5) Business Days
Administration - | \yjth a full and complete answer/resolution to the issues raised by the
correspondent.
BEN027 BenefitClaim The Service Providershall facilitate work of the Housing Benefit review Annually
Administration - - - . .-
ministration team of the DWP by providing all necessary administrative, trainingand
Third party information supportto the team and reporting findings back to the
contact Authority on a regular basis.
BEN028 BenefitClaim The Service Providershall maintain relationships with other Local As reasonably required
Administration - . . I~
- iTO'I r;':rr:/ on Authorities and other third party and Government organisations
contact (including the police and immigration) that assist with claims.
BEN029 BenefitClaim The Service Providershall attend at tribunals and hearings (including but As required
M t- . . . .
G:::ifmen not limited to Court proceedings and hearings) to present evidence as
required oras requested by the Authority.
BENO030 BenefitClaim

Management -
complaints

The Service Providershall deal effectively and professionally with
complaints received in accordance with the Authority’s Corporate
Complaints Procedure, taking appropriate action, providingaresponse
to the customerinan appropriate format and monitoring forany

patternsleading to customers submitting acomplaint.

Withinten (10) Business
Days forstage 1 complaints

Within twenty (20) Business
Days forstage 2 complaints

26
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The Service Providershall respond to councillors'and MPs' enquiriesin

accordance with the Authority’s policy.

Within ten (10) Business
Days

BENO31 BenefitClaim The Service Providershall provide statistical information to the Quarterly
Management -
g, Authority regarding complaints and councillorand MP enquiries.
complaints
BEN032 Benefit Claim The Service Providershall provide information and evidence to the Within five (5) days, orsuch
M t- I . ;
anagemen Authority ina timely mannerto support responses to the LGO. othertimescale as the LGO
complaints requires
BENO33 Benefit Claim The Service Providershall analyse the root causes of complaints and Continuous
Management -
g, ensure thatactionis taken within the service to address these causesin
complaints
orderto minimise futurecomplaints
BEN034 Benefit Claim The Service Provider shall, when required, testnew systems and/or new As required, including out of
M t- N . . . P
T a:_agemen release software to ensure they are functioning correctly including the hours workingif necessary
esting
production of year-end bulk assessment and notification meeting the
requirements of DWP legislation and guidance and any standards that
the Authority may adopt or recommend from time to time.
BENO35 BenefitClaim The Service Providershall provide to the Authority arandomly selected Next Business Day
M t- . . .
hani,gemen sample of all decisions made each day. The sample size and sampling
checking
method shall be determined by the Authority.
BENO036 BenefitClaim

Management -
checking

The Service Providershall ensure that assessments are fully accurate by
close of business onthe following Business Day. In doing so the Service

Providershall ensure the accuracy of (interalia) the amount of award,

KPI - Accuracy of benefit
assessments
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all aspects of the claiminput (including subsidy), all dates and any other
relevantinputthatisrequired to meetthe standards laid down by DWP

legislation and guidance and the Authority’s local work instructions.

The Service Providershall completeall checking documentation as
required by the Authority.

The Service Provider may implement checkingregimesinorderto

achieve the accuracy target.

BENO37 BenefitClaim The Service Providershall ensure that mechanisms are in place to use Continuous
Management - . . .
checking feedback fromall sources of checkingtoimprove service performance,
address training needs and prevent errors re-occurring.
BENO38 BenefitClaim The Service Provider shall ensure that dates relevant to performance Daily, ensuring full check of
Management - . o indi
R f indicators are entered correctly inthe assessment process and that all performance indicators
eports
corrections are identified and made before the SHBE return is submitted before monthly SHBE
submission.
each month.
BENO39 BenefitClaim

Management

The Service Providershall maximise the subsidy claimed by the
Authority havingregard to the law, regulations, Good Industry Practice,
recommendations of auditors, audit commission guidance and DWP

legislation and guidance.

Local Authority Error
Overpaymentand
Administrative Delay
Overpayments will be
maximised subjecttothe
Financial Guaranteessetout
inSchedule 4 Paymentand
Performance

28
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BEN040 BenefitClaim The Service Providershall prepareamonthly summary of service Monthly or on request
Management subsidy claiminformation checking that figures are correctand shall
pass such summary to the Authority.
BENO41 BenefitClaim The Service Providershall preparethe annual subsidy return from the In accordance with DWP
M t-
Suabr;?:yemen benefits processing system checking thatfigures are correct and shall schedulesandtoensure
pass the return to the Authority. maximisation of subsidy.
BENO42 Benefit Claim The Service Providershall ensure thatall performance indicators meet KPltargets
Management-Pl | jefined targets.
BENO43 BenefitClaim The Service Provider shall provide such information, assistance and co- Achieve KPltargets.
M t ) . . .
anagemen operation as the Authority may reasonably require andin such format
or manneras may be reasonably prescribed by the Authority toenable
the Authority to measure the performance standards of the Benefits
Service.
BENO44 BenefitClaim The Service Provider shall provide upon request such ad-hocadditional Upon request
M t . . . . .
N information and support as the Authority may require from time to
time.
BENO45 BenefitClaim The Service Providershall set up CIS users and arrange for EAS Upon request
Management sponsorship and EUT tracking via the EAS hub to enable EAS contacts to
setup EAS authentication (Housing Benefit/Control).
BEN046 BenefitClaim

Management

The Service Providershall provide direct access for the Authority toany

system or database used by the Service Providerin administering the

Upon request
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service.

BENO47 Benefit Claim The Service Providershall ensure thataccessto all systems used by the
M t L . . . i
anagemen serviceis controlled and restricted to those staff (including withinthe
Authority) thatare authorised.
BENO48 Benefit Claim The Service Providershall ensure that arrangements are maintained, On an ongoingbasis
Management subjectto funding by Barnet Homes, for 3 assessment officers to work
alongside their housing colleaguesin orderto deal with temporary
accommodation claims and Authority properties (2on temporary
accommaodation, 1 on Authority tenant claims).
The Service Providershall ensure effectiveand regular claim levelliaison
with both of the above teams including but not limited to one-to-one
workingonindividual claims, arrears reports, assisting with
eviction/court cases and system discrepancies.
BEN049 Benefit Claim The Service Providershall ensure that processes are in place to set up By close of next Business Day
Management . o . . . .
property units as required for dwellings in multiple occupation upon
request by the next Business Day.
BENO50 Benefit Service In accordance with

Management

The Service Providershall create and implement anaction planin
response toauditor DWP inspectionsto address any shortcomings and

ensure consistentimprovement.

timetables agreed with each
party as required
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BENO51

Benefit Service

Management

The Service Providershall provide such information forthe Authority’s
financial management system as the Authority mayrequireinaformat
prescribed by the Authority toan agreed timetable. The Service
Providershall prepare amonthly summary of service subsidy claim

information checkingthat figures are correct and pass to the Authority.

In a timely manneras
required

BENO52

Benefit Service
Management

The Service Providershall ensure accurate completion of all statutory
and non-statutory returns required by central governmentor
reasonably required by the Authority. Where relevant the Service
Providershall submitreturns sorequired by the Authority for
consideration and signature by the relevant office at the Authority

within 10 Business Days unless otherwise agreed.

Such returnsinclude, butare notlimitedto:

Statutory returns as required;

CIPFA benchmarking (undertaken annually);

NFI (periodic);

SHBE (undertaken monthly); and

Overpayments HBRF return.

In atimely manneras
required

BENO53

Benefit

management

The Service Providershall provide resources for the completion of NFI

exercisesasrequired by the Corporate Anti-Fraud Team.

In atimely manneras
required
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BENOS4 Benefit The Service Providershall ensure processes and accounts are in place Within twenty-four (24)
management . . .
for performing Land Registry checks when necessary to cross check and hours of need being
verify supportinginformation oras an aid to fraud detection and identified
prevention.
op01 Overpayments The Service Providershall manage overpayments of Housing Benefits in 1.Targets
(H/B OVER Management accordance with Housing Benefit legislation in such a way as to o .
PAYMENTS o o ‘ 2. (PM7) 65% amountraised
) minimise overpaymentsand maximiserevenue to the Authority. The inyear to be recoveredin
Service Providershall provide the following reports to the Authority: year.
e Monthlycash collection report 3. (PM8) 25% of debt
recovered against total debt
e AgedDebtReport outstanding
0,
e Debtsat final stage report 4. (PM9) 5% of o/s debt to
be written off perannum.
e  Control Recovery Report
e HBRF (DWP quarterlyreturn)
:3;1 . Benefitsupport The Service Providershall provide a courteous and efficient Revenues The Authority's customer
enefit .
support) and Benefits Service to customers which is accessible to all members of service standards.

the community. The Service Providershall deliverthe servicein
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accordance with the Authority’s customer strategy and policy.

BS2 Benefitsupport The Service Providershall, having regard to the law, regulations and
goodindustry practice, maximise subsidy revenue forthe Authority. Local Authority Error
Overpaymentand
Administrative Delay
Overpayments will be
maximised subjecttothe
Financial Guaranteessetout
inSchedule 4 Paymentand
Performance
BS3 Customercontact | The Service Providershall ensure that customers are able to contact the Authority customerservice
. . . . standards
Authority through arange of channels including email, web form, fax,
postand telephone and face toface.
The Service Providershall ensure that all communications are
electronically referenced to the customerand are dealtwithin
accordance with Authority customerservice standards.
BS4 Intentionally Blank
BS5 Intentionally Blank
BS6 Intentionally Blank
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BS7

Applicationforms
and reporting
changes of
circumstance

The Service Providershall provide customers with effective methods of
claimingbenefitand reporting changesin circumstances, including
electronicinteractive form(s) available viathe internet. The Service
Providershall ensure that all forms meet the Authority’s accessibility

criteria.

The Service Providershall amend/update all application forms as
necessary toaccommodate changesin legislation, best practice and

Authority corporate standards.

Corporate accessibility
standards and department
accessibility policy and
strategy standards

BS8

Where customers have expressed aninterestinreceiving debt
managementadvice the Service Provider shall refer details to the CABin
accordance with the agreed procedure so that it can arrange to provide

assistance.

BS9

The Service Providershall provide information on basicbank accounts
and where they can be opened and provide anidentity confirmation

letter where required.

Where customers have difficulty in opening a basicbank account, The
Service Provider shall provideinformation and refer details to the CABin
accordance with the agreed procedure so that it can arrange to provide

assistance.
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BS10 leaflets The Service Providershall design, produce and publish leafletsin In good time to be approved
. . . by the Authority's
hardcopy and on the website that explain to the publicimportant y L y -
communicationsteaminline
matters regarding benefits as legislation and policy changes. withthe head of service’s
agreement
The Service Providershall design, produce and publish leafletsin
hardcopy and on the website that explain the changes to benefit
entitlement following uprating.
The Service Providershall publish and print such leaflets so that they
can be dispatched with the relevant notification letter(s).
The Service Providershall write all such leaflets in accordance with the
Authority’s communication standards in plain English.
BS11 publicity The Service Providershall design, produce and publish information In accordance with the
. . . . . Authority's communication
regarding matters of interest to the Authority's residents on topics such strategyy

as benefits, Council Taxand businessrates. The Service Providershall
write all publicity in compliance with the Authority’s communication

strategy, accessibility and plain language standards.

The Service Providershall make such publicity available in multiple
formats which can include website, mail-shots, leaflets and newspaper
adverts as well as through electronicmedia such as Facebook and

Twitter.
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BS12 Accessibility The Service Providershall ensure thatthe service isaccessible inline

with UK equalities legislation and Authority policy.

BS13 Website The Service Providershall provide inputand contentto the Authority's
web team/providerto ensure that the site isup to date and to ensure
that the publicare informed of legislative and otherchanges relating to

Revenues and Benefits before they take effect.

BS14 Surveys The Service Providershall provide the Authority with customer

satisfaction feedback as required by contractual KPls and Pls.

BS15 The Service Providershall establish an annual plan to encourage take-up Annually
among potential Benefits service usersin the locality, where possible

working with other Authorities.

BS16 Intentionally Blank
BS17 Intentionally Blank
BS18 Intentionally Blank
BS19 Intentionally Blank
BS20 Intentionally Blank
BS21 Intentionally Blank
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BS22 Intentionally Blank
BS23 Intentionally Blank
BS24 The Service Providershall maintain relationships with other bodies and

othergovernment organisations to promote joint working across the

publicsectorinline with the Authority's One Barnet Strategy.

BS25 The Service Providershall manage projects such as major changes to
legislation and IT systems within timescales and budgets agreed with

the Authority.

BS26 The Service Providershall monitor service level agreements currently
held with Jobcentre Plus, Registered Social Providers, the VOA , the
Pension Service, Barnet Homes and Civica Records Management as to

improve cooperation and performance.

BS27 Liaison At frequencies andin forums to be agreed with the Authority, the
Service Providershall meetwith relevant external agenciesin orderto
improve the service provided to customers, represent the Authority’s
interests and keep up with relevant organisation and legislative
changes. Such agencies shall include (interalia) Barnet Homes,
Registered Social Landlords, DWP/JobCentre Plus, Disability Carers and
Pensions Service, landlords' forum, landlords’ business club, Housing

conference, supply and demand group and residents'forums.
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BS28 Appeals The Service Providershall deal with requests for statement of reasons,
reconsideration and appealsinaccordance with legislation, case law and
good practice guidelines. The Service Provider shall complete any
revised decision asaresult of a reconsideration orappeal and notify the
persons affected of the outcome within three (3) Business Days of all Within three (3) Business
necessary information being received. Days

BS29 The Service Providershall prepare written submissions in accordance Within twenty-eight (28)
with legislation, guidance, policy and good practice guidelines and days of receipt
despatchthemto the Tribunals Service within twenty-eight (28) days of
receipt.

BS30 The Service Providershall liaise with the Appeals Service and attend As required

tribunalstorepresentthe Authority.

The Service Providershall request detailed explanations of any tribunal
decision within the time limits where the Service Provider believes the
decisiontobe wrongin law.

The Service Providershall decide whether ornot to appeal to the Upper
Tribunal ona pointof law where notto do so would adversely affect the
providerorthe Authority.

The Service Providershall liaise with the Authority to jointly decide if it
isappropriate to appeal to the Upper Tribunal.

The Service Providershall seek and pay forany additional legal advice

Within one (1) calendar
month
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and /or representation at the UpperTribunal as may be required.
The Service Providershall liaise with the DWP to see if the DWP wish to

be joinedtoany issue.

BS31 The Service Providershall seek and pay for additional legal advice where
required, forexample whereitis anticipated that subsidy loss could be
reduced dependingon interpretation of the legislation.
BS32 The Service Provider orits representative shall attend the Upper Within legal time limits
Tribunal where any Authority claimisatissue.
BS33 Subsidy The Service Providershall administerthe servicein sucha way as to Local Authority Error
. . . Overpaymentand
maximise subsidy for the Authority. . .
y ¥ Administrative Delay
The Service Providershall maintain effective systems to monitor Council Overpayments will be
Tax suppbort expenditure maximised subjecttothe
PP P ' Financial Guaranteessetout
inSchedule 4 Paymentand
Performance
BS34 The Service Providershall monitorall incentive and penalty areas Monthly

monthly following the extract from Open Revenues and provide reports
to the Authority of projected income and expenditureto the end of the
financial year. The Service Providershall provide explanations of any
variances.

The Service Providershall prepareinitial estimates of expenditure for
each category and pass to the Authority forauthorisation and

submission to DWP.

Subjecttothe obligations set
outinSchedule 44 Payment
and Performance, Financial
Guarantees

Week 36-40 annuallyintime
to meetthe DWP deadline.
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BS35 The Service Providershall preparethe mid-year estimate for each Annual
category and passto the Authority forauthorisation and submission to Subject to the obligations set
DWP for a deadline of 31 August. outinSchedule 44 Payment
and Performance, Financial
Guarantees
Weeks 24-26 inorder to
meetthe DWP deadline of
31 August
BS36 The Service Providershall preparethe annual subsidy return from the Annual
final Open Revenues extract, manually adjusting it where needed and Local Authority Error
checkingthatfigures are correct, and shall pass the same to the Overpaymentand
L Ve D
Authority by mid-Aprilforauthorisation and submission to the DWP for Administrative glay
Overpayments will be
a deadline of 30 April, orany amended deadline that shall be imposed maximised subjecttothe
Financial Guaranteessetout
by DWP. inSchedule 4 Paymentand
Performance
BS37 The Service Providershall assistin the audit of the annual subsidy claims Local Authority Error
- . . Overpaymentand
by providing access to systems, reports and explanations which are Administrative Delay
sufficient to satisfy the auditorthat claim are truly stated and thereby Overpayments will be
N . . . . . . maximised subject to the
minimising the risk of claims being qualified. Financial Guarantees set out
The Service Providershall assist the Authority in any additional work inSchedule 4 Paymentand
Y . e . Performance
which may arise as a result of qualification of claims. October/November annually.
BS38

The Service Providershall assistin any otheraudits as required and
implement any recommendations within atimescale to be agreed with

the Authority.
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BS39

Intentionally Blank

BS40

The Service Providershall provide such information, assistance and co-
operationto the Authority which isreasonablyrequiredandinsucha
formator manneras may be reasonably prescribed by the Authority to
enable the Authority to measure the performance of the benefits

service.

BS41

The Service Providershall ensure monitoring arrangements are in place

to minimise the loss of subsidy.

BS42

The Service Providershall preparereports forthe Authority when policy

decisions that may involve loss of subsidy are necessary.

Monthly

BS43

Intentionally Blank

BS44

The Service Providershall ensure thatall reasonable steps are taken to

preventerrorsidentified by the Authority from re-occurring.

BS45

The Service Providershall keep full, accurate and comprehensive details
of all Housing Benefit, Council Tax Benefit and DHP entitlementsin the
Authority onthe relevant database and/or records system as required

by this Agreement.

BS46

The Service Providershall provide managementinformation and

statistics forthe service to give the partnerand the Authority assurance

Monthly
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that all targets are being met.
BS47 Housing Subsidy The Service Providershall, inthe event that the subsidy claimis Subjecttothe Financial
benefit g . . . Guaranteessetoutin
ualified, be responsible for meeting the subsidy shortfall unless the
q P g y Schedule 4Paymentand
qualified part of the subsidy claim was not assessed by the Service Performanceinrelationto
Providerorits staff Local Authority Error
' Overpaymentand
Administrative Delay
Overpayments
BS48 The Service Providershall ensure thatrelevantand up to date
informationis available onthe Authority’s websitein compliance with
relevant Authority policies.
BS49 The Service Providershall deal with requests forinformation underthe
provisions of the Freedom of Information Actas required by the
Authority and in accordance with the Authority's Freedom of
Information Policy.
BS50 The Service Providershall provide information to the Authority’s
communicationsteaminrelationto press enquiries
cs1 Face to Face As setoutin Schedule 1 Output Specification Customer Services, the
Openinghours Service Providershall operate and publicise staffed information and .
accessible advice centre(s)at suitable locations within the geographical As setoutin Schedule 4 )
boundaries of the Authority as determined by the Authority giving Payrr.ment and Performa‘nce n
consideration to the location of the Authority's otherservices. The relation to KPI? and Plsin for
Service Providershall operate the centre(s) so thatthey are opento the Customer Services.
publicinline with the Authority's customerservice standards.
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The Service Providershall operatesuch centre(s) as the “designated
office” within the meaning of the Housing Benefit Regulations 2006 (as
amended fromtime totime).

The Service Providershall provide this service to assist people with any
claimfor Housing Benefit, Council Tax Benefit/Support, Council Tax and
NNDR or related matteras is consistent with law orgood industry
practice.

cs2 Face to Face The Service Providershall offer “surgeries” where the same standard of
locations advice accessibility and service is offered in locations within the
geographical boundaries of the Authority otherthan atthe centre(s)
describedin CS1such locations and theirtimes of openingto be agreed

with the Authority accordingto the needs of the residents

cs3 Call Centre As setoutin Schedule 1 Output Specification Customer Services, the As setoutin Schedule 4
Customercontact | Service Providershall operate acall centre service for Council Tax and Paymentand Performance in
relationtoKPIsand PIsinfor

Housing Benefit and shall ensure that calls are answered and customer .
CustomerServices.

issues/requests addressed in line with the Authority's customerservice

targets.

cs4 The Service Providershall investigate and respond to Council Tax and Timeframesinaccordance
with the Authority's
Corporate Complaints
Procedure;

Housing Benefit complaintsin accordance withthe Authority's

Corporate Complaints Procedure;
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Revenues - Council Tax and National Non-Domestic Rates

ServiceArea  Function Service Requirement Key volumes or Applicable service
frequency standards
requirements

(CCTTl Council Council Tax Administration | The Service Provider shall administer the collection and enforcement of

=Lounci

Tax) Council Tax in accordance withthe Local Government Finance Act 1992
and the Council Tax (Administration and Enforcement) Regulations 1992
and associated subsequent legislation.

cr2 Council Tax Billing The Service Providershall ensure the accurate issue of billsinrespectof | 139,000
all chargeable domestic properties and all exemption notifications
withinthe Authority's area, in accordance with current legislative
requirements and timescales.

cT3 Council Tax Billing The Service Providershall issue annual bills (including bills, payment In accordance with current

. . . . . . legislationto meetthe
cards, exemption notices and information leaflets) in accordance with & . -
earliest April instalment

legislative requirements to meet the earliest April instalment date and date.
promptissue of revised billsin the eventthatthe Authority orreceipting
authorityis capped.

cT4 Council Tax Billing The Service Providershall issue revised bills and direct debit 225,000 Within ten (10) Business

. . . . . e Days and achievin
notifications within ten (10) Business Days of being notified that there y 8 .
accuracy levels exceeding

has been arelevant change of circumstancesinrelationto anyliable ninety percent(90%)
person or change of statusinrelationto any propertyinrespect of
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

which Council Tax is payable;
CT5 Council Tax Billing The Service Providershall ensure accurate billing of Authority properties | 400 Within twenty (20) Business
inrespect of periodsforwhich the Authorityisliable and ensure that the CD;;/rs;goef'notification of
bills are collated and despatched to the relevant department for
remittance.
CT6 Council Tax Maintain The Service Providershall ensure that all changes of circumstances Within twenty (20) Business
::i:Eatsee notified viarentlisting reports and Authority department contacts are (I:Dsayrs‘goef.notification of
updated promptly and amended bills issued accordingly. The Service
Providershall interrogate the Saffron Housing system needed to ensure
correct liability dates are used.
c7 Council Tax Maintain The Service Providershall implement and maintain arobust system to 3,500 Annually, biannually or
ZgiZ?atsee monitorand review entitlements to all exemption classes to ensure ?ﬁ:;j{pﬁ?ﬁgﬁjdwnh
accurate entitlementawards, and to ensure prompt removal of dependentonrelief type.
exemptions wherethey are time-limited or where a change of
circumstances has been notified in order to maximise database
accuracy.
cT8 Council Tax Maintain The Service Providershall implementand maintain arobust systemto 4,500 (excluding | Annually, biannually or
Zgi:Eatsee monitor and review entitlements to all discounts, discount disregards Zii:ieuf,z)son ?ﬁ::ﬁ:&i?&iﬁjd with
and disabled relief to ensure accurate entitlement awards, to ensure dependentonrelief type.
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Service Area

Function

Service Requirement

Key volumes or
frequency
requirements

Applicable service
standards

promptremoval of reliefs where they are time-limited or where a
change of circumstances has been notified in order to maximise
database accuracy.
€T Council Tax Maintain The Service Providershall carry out monthly reviews and ensure regular | 1,500 Monthly reviews of Class N
Z:Ct:Eatsee enquiries are made regarding Class N entitlement, student change of %?ﬂ?ﬁ?:ﬁtaggfecgc:ﬂ;ts
occupation and circumstances to maintain accurate student exemptions withimpending end dates.
and disregards for Council Tax liability.
cT10 Council Tax Maintain The Service Providershall carry outa robust annual review of all single | 45,300 Annually
:th:Laatsee person discount accounts to ensure correctentitlementand to
participate inany government data matching exercises that would assist
with the maintenance of an accurate Council Tax database.
cTi1 Council Tax Maintain The Service Providershall notify to CAFT any instances of suspected
::i:?]atsee fraudulentrelief claims identified in the reviewing of exemptions,
discounts and discount disregards.
cm2 Council Tax Maintain The Service Providershall implement and maintain a system to identify Withinten (10) Business
cht:Eatsee and ensure thatall account imbalances are dealt with within ten (10) Days
Business Days to correct debits and creditsinincorrectyears to ensure
that customers are notified of correct liability.
cT13 Council Tax Maintain The Service Providershall ensure that benefit mismatch reports or Daily
accurate
database
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Service Area

Function

Service Requirement

Key volumes or

frequency

requirements

Applicable service
standards

benefit discrepancy notifications are dealt with and effective processes
are in place to ensure that both Council Tax and benefits databases
match to ensure accurate databases are maintained and liability is
correct.
CT14 Council Tax Maintain The Service Providershall process changes notified by benefits team Daily
Z:ct:?atsee within twenty-four (24) hours to ensure correctliability charge and up to
date database accuracy.
CT15 Council Tax Maintain The Service Providershall ensure that any changes of circumstances Within ten (10) Business
Z:Ct:Laatsee (changes of address, new occupants, etc) are promptly identified viathe Days
document management system and processed accurately within ten
(10) Business Days of notification to ensure that liability is correct and
maintain accurate database.
CT16 Council Tax Maintain The Service Providershall ensure that bills are in the name of the correct
ZZi:Eatsee legal entity for limited and unlimited companies and partnerships.
Where the responsible personis unknown, the Service Providershall
take stepsto ascertain ownership or occupation to ensure thatliability is
correct and database is accurate.
cT17 Council Tax Collection The Service Provider shall maximise Council Tax collection rates. As setoutin Schedule 4
performance The parties shall agree percentage collection rate targets for current Paymentand Performance
inrelationtoKPIs, Plsand
Financial Guarantees
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Service Area

Function

Service Requirement

financial year, in-year (QRC4) and previous years’ arrears.
Each month, the Service Provider shall provide the Authority,ona
cumulative basis forthe year, an analysis of the estimated net

collectable amount of Council Tax and the actual amount collected.

Key volumes or

frequency

requirements

Applicable service
standards

Monthly

CT18 Council Tax Payment The Service Providershall offerarange of cost-effective payment
maintenance
methods thatare appropriate for Council Tax payersto use, including
web-based applications, 24/7 telephone payment system, payment
card, directdebitand paperless direct debit
19 Council Tax Payment The Service Providershall process requests from Council Tax payers for Two (2) Business Days for
meimienance changesin payment method, prioritising direct debits to maximise a(r;gcuzle:;:gcal;z ?:rdoii;
collection andincrease direct debit penetration. The Service Provider methods
shallissue revised documentation and abill tothe relevant person at the
correct address.
cr20 Council Tax Payment The Service Providershall promote Direct Debit as the Authority’s KPI target
malntemrs preferred method of payment. The Service Provider shall offer Direct
Debit payers a choice of 6 payment dates every month and the option of
an 11 month scheme or otherviable incentives as agreed with the
Authority.
cr21 Council Tax Payment The Service Providershall introduce measures toincrease the Increase percentage

maintenance

penetration of paying
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards

requirements
penetration of Direct Debit payers, yearon year. The target percentage database from the current
62% to the agreed target
subjecttoan annual review
to considerthe impacts of
the Council Tax Support
Scheme and any changesin
future legislation.

cT22 Council Tax Payment The Service Providershall processall direct debit reports, including Three (3) Business Days
maintenance

of paying database will be agreed annually with the Authority.

ARUDDS, ADDACS, AUDDIS and DDICA reports, accurately and within
three (3) Business Days of receipt to ensure that accurate direct debit
information on accountsisheld and that BACS guidelines are complied

with.

CT23 Council Tax Payment The Service Providershall ensure that customers are notified about all Ten (10) Business Days
maintenance
unpaid direct debits within ten (10) Business Days of notification from
BACS and shall amend account payment plans as necessary to ensure

accurate information on accounts is held.

cT24 Council Tax Refunds The Service Providershall ensure that verified overpayments of Council | 12,000 Ten (10) Business Days
Tax are promptly identified and processed within ten (10) Business Days

of notification.

CT25 Council Tax Refunds The Service Providershall operateappropriate checking and final Daily
authorisation processes forrefunds priorto release of any monies to

preventincorrect refunds, especially where benefit entitlement exists.
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Service Area

Council Tax

Function

Refunds

Service Requirement

The Service Providershall ensure refunds are made viaan appropriate

means of payment, including BACS transfer.

Key volumes or

frequency

requirements

Applicable service
standards

cr27 Council Tax Issue ; | The Service Providershall agree arecovery timetable with the Authority Agree timetables with
Eienr;'sn e by February of the precedingfinancial yeartoinclude the issue of Q:J;\r/]izz?;?nyaiiit;rluyaerz:f
reminders and final notices and exemption and discount reviews. The
Service Provider shall monitorand update such recovery timetable
accordingto the changing needs of the service to ensure robust
recovery, identify accountsin arrears and maximise collection.
cT28 Council Tax Issue The Service Providershall issue reminders and final notices inrespect of | 75,000 In accordance with recovery
Eienjllsnders e late payments as appropriate (typically run atleast every calendar tci_lr_r;table agreed under
month) to maximise collection.
€29 Council Tax Tracing The Service Providershall establish correct liability for post returned Within twenty (20) Business
marked "gone away" by utilisinginternaland trace systems where Days
required.
CT30 Council Tax QualityControl | The Service Providershall provide the Authority with monthly statistical Monthly
information relating to the quality and work performance of all staff
showingarandom selection from transactions carried out.
C131 Council Tax Quality Control | The Service Provider shall provide the Authority with monthly statistical Monthly
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Service Area

Function

Service Requirement

information of corrective and preventative action regardingincorrect

work output from monthly quality checks carried out by senior officers.

Key volumes or

frequency

requirements

Applicable service
standards

CT32

Council Tax

Training

The Service Providershall ensure thatits workforce is fully trained and
equippedto carry out its functions and kept abreast of changesin

legislation and policy.

CT33

Council Tax

Inspections

The Service Providershall visit all new properties, newly-empty
propertiesand properties requiring orundergoing majorrepairor
structural changes within twenty (20) Business Days of notification and
every three (3) months thereafterfor Class Aand B exemptions as part

of aregularreview processto ensure database accuracy.

1,305

Within twenty (20) Business
Days and every three (3)
months thereafter

C134

Inspections

The Service Providershall undertake afull annual visit programme of
long-term empty properties and complete consequential database
updates by 30 Septembereachyearinorderto identify properties that
have become occupied and to maximise the Authority’s entitlement
underthe New Homes Bonus Scheme.

Throughout the year, the Service Provider shall make appropriate
enquiries toverify that billinginformation is correctin respect of long-
term empty accounts where payments have stopped to ensure database
accuracy.

The Service Providershall work with the Authority’s empty homesteam

inorder to prioritise empty properties requiring enforcement action.

1,100
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Service Area

Function

Service Requirement

Key volumes or Applicable service
frequency standards
requirements

Council Tax Ins pections The Service Providershall visitall properties where HMO designation Twenty (20) Business Days
needsto be verified, within twenty (20) Business Days of notification.

CT36 Council Tax Inspections The Service Providershall make visits as required to establish the person Within twenty (20) Business
liable to pay Council Tax or the status of properties. The Service Provider :?;y:tm)erg the needbeing
shall maintain arecord of the date, time and outcome of each
inspection, togetherwith any photographicevidenceas necessary.

c137 Council Tax Appeals The Service Providershall investigate and respond to notifications of Respondto enquiries within
appeals against Council Tax liability. The Service Provider shall prepare ten (10) Business Days
accurate and comprehensive documentation to support the Authority
and act on the Authority's behalf whenever required by the Authorityin
any hearingof the Valuation Tribunal.

CT38 Council Tax Customer The Service Providershall ensure thatrelevantand up to date

TN information is available onthe Authority’s websitein compliance with
relevant Authority policies.
€139 Council Tax Customer The Service Providershall deal with requests forinformation underthe
contact provisions of the Freedom of Information Act as required by the
Authority and in accordance with its Freedom of Information Policy.
CT40 Council Tax Customer The Service Providershall provide information to the Authority’s Within one (1) day of
Contact request
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

communicationsteaminrelationto press enquiries.

CT41 Council Tax Complaints The Service Providershall logand respond to complaintsin accordance Within twenty (20) Business
with the Authority’s Corporate Complaints Procedure and take Days
appropriate corrective and preventative action.

CTa2 Council Tax Complaints The Service Providershall provide information and evidence to the
Information Commissioner whenrequired by the Authority.

CTa3 Council Tax Complaints The Service Providershall provide information to the Authority to Within five (5) Business
enableittorespondto queries from Members of Parliament and Days
councillors.

CT44 Council Tax Complaints The Service Providershall provide information and evidence to the Within ten (10) Business

Days or within timescales

Authorityina timely mannerto supportresponses tothe LGO. stipulated by LGO

R1(R= Council Tax Summons The Service Providershall liaise with the relevant Magistrates Court to Annually beforethe start of
Council Tax process h fi ial
Council e Recovery and each financial year

book court time each year consistent with the agreed recovery schedule
Enforcement
for complaint, Liability Order and committal hearings.

If required by the Authority, the Service Provider shall engage in
negotiations with the Magistrates Court orassist the Authority inits

negotiations with the same in orderto agree costs levelsforthe
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Service Area

Function

Service Requirement

forthcomingfinancial year.

Key volumes or

frequency
requirements

Applicable service
standards

R2 Council Tax Arrears Analysis | The Service Providershall, inagreement with the Authority, settargets As setoutin Schedule 4
. . . Paymentand Performance
Recoveryand each financial year forthe percentage orvalue of arrears in respect of . v .
Enforcement inrelationto KPIsand Pls
previous financial years to be collected. Normal payment allocation rules
shall apply (payments allocated to the oldest debt unless clearly
identifiable as paymentforany otheryear).
R3 Council Tax Summons The Service Providershall produce complaint lists of all cases suitablefor
selection
Recoveryand summonsinsufficienttime for the agreed dates of complaint.
Enforcement
R4 Council Tax Summons The Service Providershall attend court to make complaints on behalf of
complaint
Recoveryand the Authority. The Service Provider shall issue summonses to the correct
Enforcement
taxpayerand correct address within one (1) day of signature by a One (1) day
Magistrate/Clerk.
RS Council Tax Summons The Service Providershall resolveall customer contactin response to Within five (5) Business
contact Da S
Recoveryand summonses within five (5) Business Days. y
Enforcement
R6 Council Tax LiabilityOrder | The Service Provider shall make applications for Liability Orders together
Hearing
Recoveryand with orders for costs.
Enforcement

The Service Providershall attend the court hearing with sufficient staff
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Service Area

Function

Service Requirement

frequency

Key volumes or Applicable service
standards

requirements

to interview/make arrangements with attending debtors.
R7 Council Tax Post-hearing Within (one) 1day of the court hearing the Service Provider shall issue
Recovery and action . . T . One (1) day
to debtors notices of the making of Liability Orders (14 day notices) and
Enforcement
requestemployerand financial information.
If after fourteen (14) days of the issue of the above notice adebt
remains unpaidorifany special paymentarrangementis notadhered
to, the Service Providershall select from the full range of statutory
enforcement methods available the most appropriate next course of
actionin each case to maximise the effectiveness of debt recovery.
R8 Council Tax Issue Bailiff The Service Providershall ensure a bailiff service operatingin line with
Instructions
Recoveryand Authority guidance and the prevailing national standards for
Enforcement . - i
enforcementagentsisin place to maximise collection.
. . . R . . Within twenty (2
The Service Providershall issue bailiff instructions within twenty (20) t . twenty (20) days.
fromissue of 14 day notice
days of the issue of 14 day notices described in R7 (Post-hearing action)
above.
The Service Providershall check foremployeror benefit detailstosee if
thisisa more appropriate course of action.
R9 Council Tax Deductions If deductions from benefits are deemed the most appropriate next
R d from Benefits
ecoveryan course of action, the Service Provider shall issue prescribed notices to
Enforcement
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Service Area

Function

Service Requirement

the relevant DWP offices and debtors.
The Service Providershall within ten (10) Business Days process notices
from the DWP advising of changes of circumstances and implement such
alternative recovery action asis appropriate.

The Service Providershall monitoratleast quarterly to ensure payments

are beingreceived.

Key volumes or

frequency
requirements

Applicable service
standards

Ten (10) Business Days

Monitor at least quarterly

shall ensure that the decision toinstigate bankruptcy or charging order
proceedingsis takenata seniorlevel.

The Service Providershall work with the Authority’sempty homes team

R9A Council Tax Attachmentof | |f AOE is deemedthe mostappropriate next course of action the Service Ten (10) Business Days
earnings (AOE)
Recoveryand Providershall within ten (10) Business Days issue prescribed notices to
Enforcement
employersand debtors.
The Service Provider shall monitor AOEs monthly to ensure payments .
y pay Monitor monthly
are being received from employers.
R10 Council Tax Bailiff Returns | If cases are returned from the bailiffs unpaid the Service Provider shall Nextactionto beinitiated
. . . . within twenty (20) Business
Recoveryand take appropriate alternative recovery action such as committal, D y(20)
Enforcement ays
bankruptcy, charging order or tracing.
R11 Council Tax Bankruptcy/cha | The Service Providershall retain the necessary legal representation to
rging order
Recoveryand proceedings instigate bankruptcy or charging order proceedings. The Service Provider
Enforcement
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Service Area

Function

Service Requirement

Applicable service
standards

Key volumes or
frequency
requirements

inorder to prioritise enforcement action in respect of empty properties
(such as properties with greatest Council Tax arrears) and, where the
potential exists, make charging orders.
R12 Council Tax Committal The Service Providershall issue notices of impending committal Within twenty (20) Business
Recoveryand | Proceedings o e Days
proceedingsin cases thatare returned from the bailiff with nulla bona
Enforcement > , .
certificates and where bankruptcy or charging orders are not possible.
The Service Providershall select appropriate cases for committal action .
pprop Select cases and notify
and assistthe Authority, asrequired, in preparing for the committal Authority atleast monthly
hearing.
R13 Council Tax Arrangement Where arrangements are made at any stage aftera summons has been At least monthly
monitoring
Recoveryand issued, the Service Provider shall monitor such arrangements and move
Enforcement .
debtsto the appropriate next recovery stage wherearrangements are
not adheredto.
R14 Council Tax Arrears analysis | The Service Providershall undertake periodicanalysis of all stages of At least quarterly
Recoveryand recovery to ensure thatall cases are being dealt with effectively and
Enforcement 4 o i
efficiently to optimise collection performance.
R15 Recoveryand | Informing The Service Providershall inform bailiffs on a daily basis of any Within one (1) day of
bailiffs of :
N . . changesbeingreported
Enforcement changes amendmentto debts they are pursingincluding payments made directly g grep
to the Service Provider orany otherdebit or credit that affects the
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Service Area

Function

Service Requirement Key volumes or Applicable service

frequency standards
requirements

amount outstanding.
The Service Providershall inform bailiffs of any otherrelevant changes

to debtors’ circumstances (such as changes of address).

R16 Recoveryand | Irrecoverable The Service Providershall identify debts considered to be irrecoverable Annually,inQuarter3
debts
Enforcement or uneconomictorecoveraccordingto criteriaagreed withthe
Authority.
The Service Providershall ensure that all cases submitted for write-off
are inthe format required by the Authority and are supported by the
level of detail necessary forthe Section 151 officer to make an informed
decisions regarding the debt.
The Service Providershall work within the Authority’s Constitution at all
times, inrespect of powers to authorise the write off of debt.
R17 Recoveryand | Costsincome | The Service Provider shall ensure that system payment allocation rules
Enforcement allocate payments to costs debts first (in accordance with Regulation 52
of the Council Tax (Administration and Enforcement) Regulations 1992.)
R18 Recoveryand | Costsincome Subjectto Schedule 4 Paymentand Performance the Service provider
Enforcement

shall retain costsincome in respect of magistrates’ court proceedings
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Service Area

Function

Service Requirement

and shall be responsible for payment of fees to the court.

Key volumes or
frequency
requirements

Applicable service
standards

:‘":_NNDR) National Non- | Administration | The Service Providershall administerthe collection and enforcement of
_ Domestic Non-Domestic Ratesin accordance with the Local Government Finance
Rates Act 1988 and the Non-Domestic Rating (Collection and Enforcement)
(Local Lists) Regulations 1989 and associated subsequent legislation.
N2 National Non- | Billing The Service Providershall ensure the accurate issue of billsin respect of | 8,000 In accordance with current
Domestic all commercial properties within the Authority in accordance with legislation
Rates currentlegislative requirements and timescales.
N3 National Non- | Billing The Service Providershall issue annual demand noticesinrespect of all In accordance with current
Domestic rateable properties, including any required information leaflets, in Iegi;lgtion tomeetfirst
Rates April instalment date.
accordance with legislative requirements to meet first April instalment
date.
N4 National Non- | Billing The Service Providershall issue secondary or additional bills,if required, In accordance with current

Domestic
Rates

resulting from government initiatives in respect of business rates or
statutory mechanisms for raising additional revenues (toinclude
Business Improvement Districts and / or business rates supplement), any
changesin Authority policyinrelation to the numberorscale of BIDs will

be subjectto clause 55.3.2 of the Partnering Agreement

legislation to meet first
April instalment date.
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

N5 National Non- | Billing The Service Providershall ensure thatall billsinclude any adjustment
Domestic amounts under statutory transitional arrangement schemes (and the
Rates calculation thereof)and are net of all known applicablediscretionary
and mandatory exemptions, reductions, reliefs and any statutory
deferral schemes.
N6 National Non- | Billing Issue revised bills, payment slips and direct debits within ten (10) Within ten (10) Business
Domestic Business Days of receivingall information relating to a relevant change Days and achieving.
Rates accuracy levels of ninety
of circumstancesin relation to the ownership or status of any property percent (90%)
inrespect of which NNDR are payable.
N7 National Non- | Collection The Service Providershall ensure that NNDRis collected in a cost- As setoutin Schedule 4
Domestic perform g8 effectiveand timely manner. .Paymehtand Performance
Rates inrelationto KPlsand Pls

The Service Providershall meet the percentage collection rate targets
agreed between the parties for current financial year, in-year (QRC4)
and previous years’ arrears.

The Service Providershall provide each month, on acumulative basis for
the year, an analysis of the estimated net collectableamount of NNDR

and the actual amount collected.
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Service Area

National Non-
Domestic
Rates

Function

Payment
maintenance

Service Requirement

The Service Providershall offer arange of cost-effective payment
methods which are appropriate for ratepayers to use includingaweb-

based system, 24/7 telephone payment system and direct debit.

Key volumes or
frequency
requirements

Applicable service
standards

N9 National Non- | Payment The Service Providershall process requests from ratepayers for changes Withintwo (2) Business
Domestic meimienance in payment method, prioritising direct debits to maximise collection and Days for Direct eritsetup
Rates and ten (10) Business Days
increase direct debit penetration. for other methods
The Service Providershall issue revised documentation and a bill to the
relevant person atthe correct address.
N10 National Non- Payment The Service Providershall process all BACS reports of unpaid direct Three (3) Business Days
Domestic meinienance debitsand cancelled instructions accurately and within three (3)
Rates Business Days of receipt to ensure accurate direct debitinformation
held onaccounts and compliance with BACS guidelines.
N11 National Non- | Payment The Service Providershall ensure that ratepayers are notified about all Ten (10) Business Days
Domestic malntemrs unpaid direct debits within ten (10) Business Days of notification from
Rates BACS. The Service Providershall amend account payment plans as
necessary to ensure accurate information held on accounts.
N12 National Non- | Refunds

Domestic
Rates

The Service Providershall ensure that genuine overpayments of NNDR -

includinginterest, where appropriate - are promptly identified and

Ten (10) Business Days
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Service Area

Function

Service Requirement

Key volumes or
frequency
requirements

Applicable service
standards

processed within ten (10) Business Days of notification.

N13 National Non- | Refunds In conjunction with the control team, the Service Provider shall operate
Domestic appropriate checking and final authorisation processes for refunds prior
Rates
to release of any moniesto preventincorrect refunds.
N14 National Non- | Refunds The Service Providershall ensure refunds are made viaan appropriate
Domestic means of payment, including BACS transfer.
Rates
N15 National Non- | Applicationsfor | The Service Providershall deal with applications forvarious reliefs Within ten (10) Business
. Rate Relief & Davs of receipt
Domestic Exemptions including Small Business Rate Relief, Mandatory Relief & Empty Property y P
Rates
Exemptionsinaccordance with regulations.
N16 National Non- The Service Providershall agree with the Authority arecovery timetable, Agree timetables with
i . . . Authority by February of
Domestic Recoveryand | by February of the precedingfinancialyear, and monitorand update y ¥ . .W
Rates the previous financialyear
Enforcement . . .
according to changing needs of the service to ensure robust recovery to
Recovery and
Enforcement maximise collection.
N17 National Non- | Arrears Analysis As setoutin Schedule 4

Domestic
Rates
Recovery and
Enforcement

The Service Providershall, in agreement with the Authority, settargets
Paymentand Performance

each financial yearforthe percentage orvalue of arrearsin respect of . .
y P & P inrelationto KPIsand Pls

previous financial years to be collected. Normal payment allocation rules
will apply (payments allocated to the oldest debt unless clearly

identifiable as paymentforany otheryear).
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Service Area  Function Service Requirement Key volumes or Applicable service
frequency standards
requirements

N18 National Non- | Issueof The Service Providershall servefurther notices and reminder notices 6,000
D ti Further Notices
omestic andReminder | mustbe served promptlyinaccordance with the regulations where a
Rates Notices >
ratepayerdefaults onthe statutory instalments.
Recoveryand
Enforcement
N19 National Non- | Court The Service Providershall liaise with the relevant Magistrates Court to Annually before the start of
i . . - . . each financial year
Domestic book court time for complaint, Liability Order and committal hearings y
Rates
each year, consistent with the agreed recovery schedule.
Recoveryand
Enforcement If required by the Authority, the Service Provider shall engage in
negotiations with the Magistrates Court or assistthe Authorityinits
negotiations with the same in ordertoagree costslevelsforthe
forthcomingfinancial year.
N20 National Non- | Summons The Service Providershall produce complaint lists of all cases suitable for
. selection

Domestic summonsin sufficienttime for the dates of complaint agreed with the

Rates .

Recoveryand uthority.

Enforcement

N21 National Non- | Summons The Service Providershall attend court to make complaints and obtain 1,600 One (1) day
. laint
Domestic come
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Service Area

Rates
Recovery and
Enforcement

Function

Service Requirement

Key volumes or
frequency

Applicable service
standards
requirements

summonses. The Service Providershall issue summonses to the correct
taxpayerand correct address within one (1) day of signature by a

magistrate/clerk.

N22 National Non- | Summons The Service Providershall resolveall customer contactin response to Within five (5) Business
Domestic complaint Days
summonses within five (5) Business Days.
Rates
Recoveryand
Enforcement
N23 National Non- | LiabilityOrder | The Service Providershall make application for Liability Orders together At leastone (1) day before
. Hearing hearing dat
Domestic with orders for costs. earing date
Rates
The Service Providershall attend the court hearings with sufficient staff
Recovery and
Enforcement to interview/make arrangements with attending debtors.
N24 National Non- | Post-hearing

Domestic
Rates
Recoveryand
Enforcement

action

Within one (1) day of the court hearing, the Service Providershall issue
- . One (1) day
Liability Order notices to debtors.

If after seven (7) days of the issue of the above notice adebtremains
unpaid orifany special paymentarrangementis notadheredto, the

Service Provider shall select from the full range of statutory
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Service Area

Function

Service Requirement

Key volumes or
frequency
requirements

Applicable service
standards

enforcement methods available the mostappropriate next course of
actionin each case to maximise the effectiveness of debtrecovery.
N25 National Non- Ifa debtremainsunpaid orif any special paymentarrangementis not
Domestic adheredtothe Service Providershall select from the full range of
Rates
statutory enforcement methods availablethe most appropriate next
Recoveryand
Enforcement course of actionin each case.
N26 National Non- | Issue Bailiff The Service Providershall ensure a bailiff service operatingin line with 900
. Instructions
Domestic Authority guidance and the prevailing national standards for
Rates
enforcementagentsisin place to maximise collection.
Recovery and
The Service Providershall issue bailiff instructions within twenty (20 .
Enforcement y(20) Within twenty (20) days
days of the issue of Liability Order notices. fromissue of Liability Order
. N . S . . notices
Priorto issuing cases to bailiffs the Service Provider shall check cases are
suitable for bailiff action.
N27 National Non- | BailiffReturns | |f cases are returned from the bailiffs unpaid, the Service Provider shall Nextaction to be initiated
i . . . within twenty (20) Business
Domestic take furtherrecovery action as appropriate (committal, bankruptcy, y(20)
Rates o _ Days
Recovery and winding-up ortracing).
Enforcement
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Service Area

National Non-

Function

Bankruptcy/

Service Requirement

The Service Providershall retain the necessary legal representation to

Key volumes or
frequency
requirements

Applicable service
standards

Domestic winding up - T .
proceedings instigate bankruptcy or winding up proceedings and shall ensure that
Rates
the decisionin each case that such course of action isappropriate is
Recoveryand
Enforcement taken at a seniorlevel.
N29 National Non- | Committal The Service Providershall issue notice of impending committal Within twenty (20) Business
Domestic proceedings oo . Days
proceedingsin casesthatare returned from the bailiff with nulla bona
Rates
certificates whereitis possible to doso (such as where the ratepayeris
Recoveryand
Enforcement asole trader) and where bankruptcy or winding-up proceedings are not
possible.
The Service Providershall select appropriate cases for committal action
and assist the Authority, asrequired, in preparing for the committal Select cases and notify
. Authority atleast monthly
hearing.
N30 National Non- | Arrangement | Where arrangements are made at any stage aftera summons has been Weekly
Domestic monitoring
issued the Service Provider shall monitor theseand move debts to the
Rates
Recovery and appropriate nextrecovery stage wherearrangements are not adhered
Enforcement to.
N31 National Non- | Arrears analysis | The Service Provider shall undertake periodicanalysis of all stages of Quarterly

Domestic
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

Rates recovery toensure thatall cases are being dealt with effectively and
Recoveryand efficiently to optimise collection performance.
Enforcement
N32 National Non- | Informing The Service Providershall inform bailiffs on a daily basis of any Within one (1) day of
. bailiffs of f
. . . __ changesbeingreported
Domestic changes amendment to the debt with themincluding (but not limited to) g grep
Rates
payments made directly to the Service Provider orany otherdebit or
Recoveryand
Enforcement creditthat affects the amountoutstanding.
The Service Providershall inform bailiffs of any otherrelevant changes
to debtors’ circumstances (such as changes of address) ina timely
manner.
N33 National Non- | Inspections The Service Providershall make visits as required to establish the person Within twenty (20) Business
i . . N Days fromthe need bein
Domestic liable to pay NNDR or the status of properties and shall maintaina id Y ified &
Rates ‘ . ‘ ‘ identifie
record of the date, time and outcome of each inspection, together with
any photographicevidence as necessary.
N34 National Non- | Inspections The Service Providershall visit all new properties, newly-empty Within five (5) Business
i . . L . . . Days and follow up atthree
Domestic properties and properties requiring or undergoing major repair or Y hivi pl
Rates (3) monthlyintervals
structural changes within five (5) Business Days of notification and every
three (3) months thereafterto ensure database accuracy.
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Service Area

Recoveryand
Enforcement

Function

Irrecoverable
debts

Service Requirement

The Service Providershall identify debts considered to be irrecoverable
or uneconomic to recover according to criteria agreed with the

Authority.

The Service Provider shall ensure that all cases submitted for write off
are in the format required by the Authority and are supported by the
level of detail necessary forthe Section 151 officerto make an informed
decisionregardingthe debt. The Service Provider shall work within the
Authority’s Constitution at all times, in respect of powers to authorise

the write off of debt.

Key volumes or

frequency

requirements

Applicable service
standards

Domestic

N36 National Non- | Appeals The Service Providershall investigate and respond to notifications of Respondto enquiries within
Domestic appeals against NNDR liability. The Service Provider shall prepare ten (10) Business Days
Rates accurate and comprehensive documentation to support the Authority
and act on the Authority's behalf wheneverrequired by the Authorityin
any hearing of the Valuation Tribunal.
N37 National Non- | Complaints The Service Providershall logand respond to complaintsinaccordance Twenty (20) Business Days
Domestic with the Authority’s Corporate Complaints Procedure and take
Rates appropriate corrective and preventative action.
N38 National Non- | Complaints The Service Providershall provide information and evidence to
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

Rates Information Commissioner when required by the Authority.
N39 National Non- | Complaints The Service Providershall provide information to the Authority to Ten (10) Business Days
Domestic enable responsesto queries from Members of Parliamentand
Rates
councillors.
N40 National Non- | Complaints The Service Providershall provide information and evidence to the Withinten (10) Business
i o . Days or guidelines
Domestic Authority in a timely mannerto support responses to the LGO. VS Or &
Rates stipulated by LGO
N41 National Non- | Customer The Service Providershall provide information to the Authority’s On request
. Contact
Domestic communicationsteaminrelation to press enquiries.
Rates
N42 National Non- | Customer The Service Providershall deal with requests forinformation under the Twenty (20) days
. Contact
Domestic provisions of the Freedom of Information Act.
Rates
N43 National Non- | Costs income The Service Providershall ensure that system payment allocation rules
Domestic allocate payments to costs debts firstin accordance with Regulation 19
Rates
of the Non-Domestic Rating (Collection and Enforcement) (Local Lists)
Regulations 1989).
N44 National Non- | Costsincome | The Service Providershall retain costsincome in respect of magistrates’
Domestic court proceedings and shall be responsible for payment of fees to the
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Service Area  Function Service Requirement Key volumes or Applicable service

frequency standards
requirements

Rates court.

Revenues and Benefits Support & Control

Service Area Function Service Requirement Key volumes or Applicable service
frequency standards
requirements

coi(c= | Revenues& Incomeand The Service Providershall perform reconciliation of all business systems to Daily reconciliation must
Revenues Expenditure ;
Benefits p be performed with
and . ) 0 - . .
e e | support& monitoring the Authority’s general ledger and cash receipting systems on a daily basis statements drawn
Control) | Control and provide areport to the Authority at the end of each month and year. monthly for presentation
. . . . . to the Authority’s finance
The Service Providershall take remedial action to resolve un-reconciled team ¥
amounts. End of month report
End of year report
co2 Revenues & Incomeand The Service Providershall ensure thatall system imports and exportvalues Daily checks to be made
Benefits Expenditure on the values and
Control monitoring reconcile.
volumes processed.
co3 Revenues & Incomeand The Service Providershall liaise with the Authority’s cashbook team for Daily processingto
Benefits Expenditure ; ;
Control monitoring returned payments, returned credits, stopped cheques and BACS payments. ensure timely posting.
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Service Area

Function

Service Requirement

frequency

Key volumes or Applicable service

standards
requirements

The Service Providershall take appropriate steps to process and postthe
details against the customer’s records.
co4 Revenues & Incomeand The Service Providershall monitorall MOD property to ensure that only Yearly monitoringand
Benefits Expenditure monthly reconciliation of
Control monitoring those occupied by MOD personnel are granted the applicable exemption v .
payments received.
and to ensure that paymentsare receivedinlieuaccordingtothe
appropriate number of Council Tax Class O dwellings. The Service Provider
shall ensure that these payments reconcile to the Authority’s general ledger
system.
o5 Revenues & Incomeand The Service Providershall monitorall exceptions produced from cash Daily postingwhere
geneﬁtf Expe'nleure ostingor paymentruns and ensure that these receive the appropriate possibletoensure
ontro monitoring P gor pay pprop accurate reporting of
attentiontoresolve the exception orescalate to the Authority. balances owed, and
collected.
o6 Revenues & Income and ] ) ) Daily postingwhere
Benefits Expenditure The Service Providershall monitorsuspense accounts and allocate un- possible toensure
Control monitoring . .
posted items to customers’ accounts. accurate reporting of
balances owed, and
collected.
co7 Revenues & Incomeand The Service Providershall ensure all applicable BACS reports and applicable Daily processing required
Benefits Expenditure to ensure timelv and
Control monitoring XML files are downloaded from the BACS website for processing each BACS y-
accurate processing of
processing day. Where applicable the Service Provider shall process files data.
electronically. The Service Provider shall pass files for manual processing to
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Service Area

Function

Service Requirement

the relevant parties foraction.

Key volumes or
frequency

requirements

Applicable service

standards

cos Revenues & Incomeand The Service Providershall engage with the Authority in forecasting the Monthly reporting of new
Benefits Expenditure build monitoringand year
Control monitoring future tax base and forecastingincome and expenditure in conjunction with endand future ;gear y
the revenues and benefits managementteam and the Authority’s treasury projections.
team.
co9 Revenues & Incomeand The Service Providershall provide afacility for receiptingincome out of Facility for overnight
Benefits Expenditure
. . . storage and nextda
Control monitoring hours, and the Service Provider shall then pass such receipts tothe g‘ . y
depositing.
Authority’s cashiering team at the start of the next Business Day.
c1o0 Revenues & Incomeand The Service Providershall pay all invoices received which relateto the In accordance with the
Benefits Expenditure Authoritv’s policv on
Control monitoring administration of revenues and benefits. invoice péyrienty
c11 Revenues & System The Service Providershall produce and monitor reports to ensure that the Monthly service reporting
Benefits Monitoring from managed service
Control database’sintegrity is being maintained and that the data entryis being &
partnersthrough monthly
performed accurately. review meetings.
c12 Revenues & System The Service Providershall ensure that system accessisrestricted tothe Daily
Benefits Monitoring
Control revenues and benefits usersandits partners where applicable and that the

security of the systemis assured at all times. The Service Provider shall

provide and maintain astructure of system security thatreflectsthe
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Service Area

Function

Service Requirement

Key volumes or Applicable service

frequency standards

requirements

revenues and benefits user’srolesto ensure that the system remains free
fromfraudulent activity and that there is appropriate separation of duties.
c13 Revenues & System The Service Providershall ensure thatauditing of users’ updates is available
Benefits Monitoring
Control for all transactions.
c14 Revenues & Batch The Service Providershall schedulethe annual, monthly, weekly and daily
Benefits Processing
Control batch schedulesto ensure asmooth and planned operation having regard
to the demands of the service to maximise the use of the system for batch,
and having regard for the recovery timetable.
The Service Providershall execute the batch processesto ensure thatthey
complete without compromise to the transaction processing window, 8am
to 7pm daily.
15 Revenues & Batch The Service Providershall reconcilethe system atthe end of each batch
Benefits Processing
Control processing window to ensure successful completion and to ensure that the
systemis ready for activity.
Cie Revenues & Batch The Service Providershall releasethe relevant exports from the system
Benefits Processing
Control (suchas filesand reports for printing or distribution for onward processing)
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Service Area

Function

Service Requirement

having checked the files foraccuracy and completeness.

frequency

Applicable service
QENE

Key volumes or

requirements

c17 Revenues & Batch The Service Providershall provide a plan forsoftware release version
Benefits Processing
Control regression testingand developmentand shall execute that planforeach
major release or patch. The plan shall include testing all interfaces and will
require involvement with the Authority’s otherdepartments.
cis8 Revenues & Batch The Service Providershall design, maintain, and manage all system-
Benefits Processing
Control produced documentation (such as bills, reminders, benefit determinations,
review forms) to ensure that there is control over changes and that they
remain compliant with the legislation at all times.
c19 Revenues & Property The Service Providershall maintain the revenues and benefits property
Benefits database
Control maintenance databasesinline with the LLPG records held with the Authority and shall
and valuation
supply information to the Authority’s building control and planning teams.
The Service Providershall provide ameans to take electronicand manual
imports of data from the LLPG and provide details to the Authority of
changes made to the revenues and benefits databases that affect the LLPG.
€20 Revenues & Property The Service Provider shall maintain the property databases and in particular
Benefits database
Control maintenance it shall maintain theminaccordance with the schedules of alteration

and valuation
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Service Area

Function

Service Requirement

received fromthe VOA. The Service Providershall calculate interest due,
deductincome tax (as applicable) and serve tax certificates. The Service
Providershall transferany credits to offset otherliabilities orrefund surplus

creditas required.

Key volumes or

frequency

requirements

Applicable service
QENE

c21 Revenues & Property The Service Providershall undertake afull reconciliation exercise between Weekly and quarterly
Benefits database
Control maintenance all properties held on the revenues and benefits databases to that held on
and valuation
the VOA records. The Service Provider shall maintain reconciliation on a
schedule of alteration basis and also on receipt of afull listfromthe VOA.
c22 Revenues & Property The Service Providershall provide details of changes to the Rating List or 5 days
Benefits database
Control maintenance valuationlisttothe VOA, where informationis availableto the Service
and valuation
Providerthatrequiresachange. The Service Providershall use E-BARwhere
possible to notify the VOA.
c23 Revenues & Property The Service Providershall ascertain and agree completion dates of
Benefits database
Control maintenance propertiesin construction and serve Completion Notices for Council Tax and
and valuation
NNDR liable propertiesin orderto maximise the tax base and Rating List.
c24 Revenues & Property The Service Providershall respond toand defend appealslodged inrelation
Benefits database
Control maintenance to Completion Notices and disabled relief.

and valuation

75




Output Specification: Revenues and Benefits |

Service Area Function Service Requirement Key volumes or Applicable service

frequency standards

requirements

Revenues & Data The Service Providershall prepareand collate datato be usedin
Benefits compilation
Control and Analysis compilation of governmentreturns (including but not limited to NNDR1,
NNDR3, QRC, CTB1) and CIPFA benchmarkingin accordance with timescales
to be agreed with the Authority.
C26 Revenues & Other The Service Providershall provide up to date information to the Authority’s
Benefits
Control website with regard tothe revenues and benefits service.
c27 Revenues & Other The Service Providershall participate in, and provide datatothe MAG:NET As required
Benefits
Control LoCTA data sharingservice.
c28 Revenues & Other The Service Providershall participate in, and represent the Authority’s As required
Benefits
Control interests at, software user groups, enhancement groups and technical
support groups as specified by the Authority.
€29 Revenues & Other The Service Providershall meet with the software provider’s service delivery Monthly
Benefits
Control manageron a monthly basis to review the performance of the Civica
contract whichincludesthe OPENRevenues system, hostingand scanning
and indexing operations.
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7 Performance Indicators

The Authority's KPland Pl requirements are listed in the following table, and full details of methodology, baseline data, targets and reporting frequency are
setout inSchedule 4Paymentand Performance Mechanism.

Current 2012/13 year Service
Function I:,F:I Performance Indicators the Service .Provider shall be required to report baseline end projections | Provideryear

Pl against 1 target
Housing RB | Average speed of processing for new claims 15.59 days 10 days 10 days
Benefit/ Coundl | KPI
Tax 8
Benefit/Support
Housing RB | Average speed of processing for changes 6.06 days 6 days 6 days
Benefit/ Coundil | KPI
Tax 9
Benefit/Support
Housing RB | Accuracy of benefitassessments 92% 90% Minimum 95%
Benefit/ Coundil | KPI
Tax 9A
Benefit/Support
Corporate Pl % of stage 3 complaints that are upheld Baseline tobe | Notto exceed
complaints Baseline upheld complaints; confirmed 2 upheld

complaints
11/12 —1 of 11 upheld =11% subject to
baseline
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Current 2012/13 year Service
Function I:)F:I Performance Indicators the Service .Provider shall be required to report baseline end projections | Provideryear
PI against 1 target
12/13 —2 of 7 upheld =28% confirmation.
NNDR In-Year | PI NNDR In-Year Collection Rebaseline On target to | 97.25% year1l
Collection at end 13/14 | achieve 97% by | and 97.5%
to confirm | year-end fromyear2
97% onwards
NNDR 4 vyear | Pl NNDR Collection levels after 4 years 99% 99% 99%
target
Council Tax Pl Accuracy and speed of processing: Within Within agreed Within agreed
Accuracy of system updates and timeliness of associated billing. agreed timescalesand | timescalesand
timescales achieving achieving
Completion of periodicreviews of all exemptions discounts and disabled reliefs and accuracy levels | accuracy levels
inline with agreed timetable, to ensure correct liability is billed and that the achieving exceeding90% | exceeding 95%
Authority's Council Tax base is maximised. accuracy
levels
exceeding
90%
NNDR Pl Accuracy and speed of processing: Within Withinagreed | Withinagreed
Accuracy of system updates and timeliness of associated billing. agreed timescalesand | timescalesand
timescales achieving achieving
Cornplt.eti(.)n ofperiodicrevjews of all exemptions, chari.tya‘ryd Qisc.retionary and accuracy levels | accuracy levels
reliefsinlinewith agreed timetable, to ensure correctliability is billed. L. . .
achieving exceeding90% | exceeding95%
accuracy
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Current 2012/13 year Service
Function I:)F:I Performance Indicators the Service .Provider shall be required to report baseline end projections | Provideryear
PI against 1 target
levels
exceeding
90%
Direct Debits Pl Direct Debit penetration of paying database (based on total number of annual | 62% 63% 65%
bills, less nil bills) (2011/12) this target thistarget
would be would be
subjecttore- subjecttore-
baseliningin baseliningin
light of CTRS light of CTRS
changes changes
Benefits Pl Subsidy returns presented to the Authority within specified deadlines 100% 100% 100%
Subsidy Returns
Council Taxand | PI Returns presented to the Authority within specified deadlines 100% 100% 100%
NNDR Returns
Crisis Fund Pl Turn-round of applications within five (5) days (regular) and two (2) hours | N/A N/A 100%
(emergency) Subjectto

Where the Crisis fund managementis discharged through a Third Party
Contract and thereis a lesserobligation, this will apply until such time asthe
Third Party Contract ends. On novation of the contract the Service Provider
will confirmthe baseline performance being delivered by the Third Party and
will agree the baseline and the target with the Authority and this Pl will apply
to the Service Provider whenitdischarges the services directly

baselining for
6 monthsfrom
the Service
Transfer Date
inorder to set
avyear 2 target
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Current 2012/13 year Service
Function I:)F:I Performance Indicators the Service .Provider shall be required to report baseline end projections | Provideryear
PI against 1 target
Discretionary Pl Turn-round of applications fordiscretionary housing payments within five (5) | N/A N/A 100%
Housing Business Days Subjectto
Payments baselining for
6 monthsfrom
the Service
Transfer Date
inorder to set
ayear 2 target
Housing MI | Annual cash target for collection of off-benefit overpayment debt £1.5 million | £1.7 million This

Benefit/ Coundl
Tax
Benefit/Support

The Service Provider will provide supportinginformation to the Authority as
outlined within the specification to confirmits performance against the cash
target for collection of off-benefit

requirementis
not subjectto
any Service
Creditsand
the Authority
remedy will be
through the
Financial
Guarantees
setoutin
Schedule 4
Paymentand
Performance
inand subject
to theterms
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Function

KPI
or
PI

Performance Indicators the Service Provider shall be required to report
against

Current
baseline

2012/13 year
end projections

Service
Provideryear
1 target

thereinin
relation tothe
Local
Authority
Error
Overpayment
and
Administrative
Delay
Overpayments

Housing
Benefit/ Coundil
Tax
Benefit/Support

Ml

Percentage of Housing Benefit and Council Tax Benefit/Support spend
recouped viasubsidy claim

The Service Providerwill provide supportinginformation to the Authority as
outlined within the specification to confirmits performance against the cash
target for collection of off-benefit

100%
(2011/12)

Minimum
98.5%

This
requirementis
not subjectto
any Service
Creditsand
the Authority
remedy will be
throughthe
Financial
Guarantees
setoutin
Schedule 4
Paymentand
Performance
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Function

KPI
or
PI

Performance Indicators the Service Provider shall be required to report
against

Current
baseline

2012/13 year
end projections

Service
Provideryear
1 target

inand subject
to theterms
thereinin
relation tothe
Local
Authority
Error
Overpayment
and
Administrative
Delay
Overpayments

Council Tax

Ml

Council Tax In-Year Collection

96%

On targetto
achieve 96.5%
by year-end

98%

This
requirementis
not subjectto
any Service
Creditsand
the Authority
remedy will be
throughthe
Financial
Guarantees
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Function

KPI
or
PI

Performance Indicators the Service Provider shall be required to report
against

Current
baseline

2012/13 year
end projections

Service
Provideryear
1 target

setoutin
Schedule 4
Paymentand
Performance
inrelationto
Overall
Council Tax
Collection

Council Tax

Ml

Council Tax Collection levels after4 years

The Service Provider will provide supportinginformation to the Authority as
outlined within the specification to confirmits performance against the Overall
Council Tax Collection levels

98.2%

98.5%

99%

This
requirementis
not subjectto
any Service
Creditsand
the Authority
remedy will be
throughthe
Financial
Guarantees
setoutin
Schedule 4
Paymentand
Performance
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inrelationto
Overall
Council Tax
Collection
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