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Page 2 of 236

45 - 60

61 - 86

87 -138

139 - 142

143 - 162

163 -178

179 - 228



Upkeep of Common Areas within Council Housing Stock 229 -232

including Garden Areas
Report by Lead Officer (Dorothy Briggs)

Petition: Bus Stop, Renfrew Road 233 -236
Report by Director of Finance & Resources

Page 3 of 236



Page 4 of 236



G

Renfrewshire
Council Item 1

To: Audit, Scrutiny & Petitions Board

On: 30 March 2015

Report by: Director of Finance and Resources

Heading:  Audit Scotland Report — Housing Benefit Subsidy Audit 2013/14

1. Summary

1.1 Audit Scotland published their report “Review of auditors’ housing
benefit subsidy claim reported errors 2013/14” in February 2015 (copy
attached as Appendix)

This report outlines the key messages from the Audit Scotland report
and provides information as to the Renfrewshire Council position with
regard to the issues raised.

2. Recommendations

2.1 To note the Audit Scotland report “Review of auditors’ housing benefit
subsidy claim reported errors 2013/14”
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3.2

3.3

3.4

3.5

Background

Councils have a legal obligation to administer Housing Benefit (HB) on
behalf of the Department for Work and Pensions (DWP). Councils
reclaim most of the HB that they pay to claimants by submitting subsidy
claims to the DWP and these are certified annually by the Council’s
appointed external auditor, Audit Scotland. The subsidy claim form
details amounts paid in respect of total HB awarded, the value of
overpayments and the amount of backdated awards.

The HB subsidy scheme has built in incentives to encourage local
authorities to take appropriate action to minimise overpayment of
Housing Benefit.

The Council’s external auditor is Audit Scotland, who audited all 32
Local Authorities’ subsidy claims for 2013/14. The auditor is required to
conclude annually whether the subsidy claim is fairly stated and certify
it accordingly. Any errors identified are reported to the DWP.

Renfrewshire Council received a letter from Audit Scotland on 26
November 2014 which certified the Council’s subsidy claim with no
errors/qualifications.

At the end of February 2015, Audit Scotland published its report
“Review of auditors’ housing benefit subsidy claim reported errors
2013/14” The objective of the report was to provide information
regarding the extent to which auditors reported errors during the
certification of the 2013/14 HB Subsidy claim process across Scotland.

Importantly the report details the type of errors which were identified
that could result in a local authority losing subsidy, highlighting issues
which could be common across a number of councils and ultimately
could result in the DWP reclaiming subsidy from local authorities.

The report states that Scottish councils paid out £1.772 billion in HB
during 2013/14 .Of that £1.772 billion the DWP contributed £1.728
billion through subsidy payments (97.5%). With regards to
Renfrewshire £65.5 Million in HB was paid out during 13/14 and £64.6
Million was claimed back from the DWP (98.5%).
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3.6

3.7

3.8

3.9

3.10

The report also stated, through the audit certification process, that Audit
Scotland had identified errors which resulted in subsidy being over
claimed by £0.274 million (0.01% of expenditure) This subsidy could be
reclaimed from the affected Local Authorities by the DWP.

In addition to the errors identified by Audit Scotland, the report also
confirmed that 5 local authorities were unable to claim £0.784 million in
subsidy as a result of exceeding the pre agreed DWP threshold limit for
HB Overpayments caused by Local authority error.

Overall Audit Scotland reported 60 errors following their 2013/14 review
these errors occurred across 19 of the 32 local authorities. As stated in
paragraph 3.3 no errors were reported for Renfrewshire Council. The
areas where most errors were identified were in the calculation of
claimant income and the classification of HB overpayments.

Renfrewshire Council’s benefits service monitors the subsidy process
very closely. This monitoring has resulted in no errors being identified
by the 2013/14 review and a higher than average HB proportion
claimed back through the Subsidy process.

Officers within the Service have examined the Audit Scotland report in
detail and from the insights which the report provided have agreed
actions to take forward. The activities planned are proactive and
include additional checks being implemented to minimise the risk of
future subsidy loss.

Regular reports with regards benefits processing performance are
provided to the Finance & resources Policy Board; along with
associated updates on welfare reform activities.

Implications of the Report

1.

Financial — The amount of subsidy which the Council can claim from
the DWP is maximised, where possible. Any gap between HB paid out
and subsidy claimed must be funded by the Council.

HR & Organisational Development

Community Planning —

Community Care, Health & Well-being —
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4. Legal

5. Property/Assets
6. Information Technology
7. Equality & Human Rights

(@) The Recommendations contained within this report have been
assessed in relation to their impact on equalities and human
rights. No negative impacts on equality groups or potential for
infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report. If
required following implementation, the actual impact of the
recommendations and the mitigating actions will be reviewed
and monitored, and the results of the assessment will be
published on the Council’'s website.

8. Health & Safety
9. Procurement
10. Risk

11.  Privacy Impact

Author
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Review of auditors
housing benefit
subsidy claim
reported erro
2013/14

d—\UDlT SCOTLAND
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Audit Scotland is a statutory body set up in April 2000 under the Public Finance and Accountability
(Scotland) Act 2000. We help the Auditor General for Scotland and the Accounts Commission
check that organisations spending public money use it properly, efficiently and effectively.
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Introduction

Introduction

1. Housing benefit (HB) is a means tested social security benefit, administered by local
authorities on behalf of the Department for Work and Pensions (DWP). HB is intended to help
claimants meet housing costs for rented accommodation both in the private and social rented
sector.

2. HBis split into two different categories; rent rebates, where the local authority is the landlord,
and rent allowances, where the landlord is for example, either a social sector organisation or a
private individual.

3. Local authorities reclaim most of the HB that they pay to claimants by submitting subsidy
claims to the DWP that are certified annually by each authority's appointed external auditor.
The subsidy claim form details the authority's HB expenditure which is recorded in various
cells on the form. These cells include total rent rebate and total rent allowance expenditure
and the amounts paid in respect of the total value of overpayments, the value of backdated
HB awarded, and the amount of HB paid in respect of customers in temporary
accommodation.

4. The HB subsidy scheme has built in incentives to encourage local authorities to take
appropriate action to minimise overpayments of HB, expenditure above DWP set limits and
administrative delays.

Purpose of report

5. Each local authority's appointed external auditor is required to conclude annually whether the
subsidy claim is fairly stated and certify it accordingly. Any errors identified are reported to the
DWP in a covering letter that accompanies the final claim.

6. The purpose of this report is to provide insight into the extent to which auditors reported errors
during the certification of the 2013/14 HB subsidy claim process, and the type of errors
identified that could result in a local authority losing subsidy.

7. Audit Scotland reviewed the subsidy claim covering letters of all 32 Scottish local authorities
for 2013/14. The review focused on errors reported by auditors as well as where levels of
overpaid HB exceeded DWP thresholds for subsidy.
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Summary of findings

This report sets out the main findings from the review. As well as identifying areas where the
DWP may reclaim subsidy from local authorities, it also identifies issues which may be
common across a number of local authorities and therefore where attention should be focused
in order to maximise subsidy claimed in the future.

Summary of findings

10.

11.

12.

During 2013/14, Scottish local authorities paid out £1.772 billion in HB (£1.791billion in
2012/13). The DWP contributed £1.728 billion (£1.748 billion in 2012/13) to this expenditure
through subsidy payments.

The certification of the 2013/14 subsidy claims by auditors identified errors which resulted in
subsidy being over claimed by £0.274 million, 0.01% of expenditure (£0.149 million in
2012/13) which the DWP may decide to reclaim. In addition, five local authorities were unable
to claim a total of £0.784 million (£0.809 million in 2012/13) in subsidy as a result of exceeding
the pre-agreed DWP threshold limits for local authority and administrative delay HB
overpayments.

Auditors reported 60 errors in their 2013/14 certification letters in respect of 19 of the 32
Scottish local authorities. No issues were identified in the certification of the remaining 13 local
authority's subsidy claims. This is an increase in the number of errors reported from 2012/13
where auditors identified 40 errors across 20 local authorities.

The areas where most errors were identified were the calculation of claimant income and the
classification of overpaid HB. Auditors reported that, in order to help reduce subsidy loss,
effective management arrangements should be in place to ensure overpayments, processing
errors and administrative delays are minimised and, where they do occur, that overpayments
are correctly classified and calculated.
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Auditor testing and reporting methodology

Auditor testing and
reporting methodology

13. In 2013/14, £1.772 billion (£1.791 billion in 2012/13) was paid out in HB and £1.728 billion
(£1.748 billion in 2012/13) of this expenditure was recovered from the DWP in subsidy. The
DWP also pay administration subsidy of £40.8 million (£46.5 million in 2012/13) which is paid
to local authorities to administer the HB scheme. As shown in Exhibit 1, the percentage of
subsidy recovered (net of administration subsidy) from the DWP varies across local authorities
from 93.3% to 98.8%.

Exhibit 1: percentage of HB expenditure recovered through subsidy

Percentage of subsidy recovered in 2013/14

100.0
99.0
98.0 -
97.0 ~
96.0 -
95.0 -
94.0 ~
93.0 -
92.0 -
91.0 -
90.0 -

M subsidy recovery

FALKIRK

STIRLING
EAST AYRSHIRE
PERTH & KINROSS

ORKNEY ISLES
DUNDEE
SCOTTISH BORDERS

COMHAIRLE NAN EILEAN..
GLASGOW

EAST DUNBARTONSHIRE
ABERDEEN
MIDLOTHIAN

INVERCLYDE
CLACKMANNANSHIRE

WEST DUNBARTONSHIRE
EDINBURGH

ARGYLL AND BUTE
SHETLAND ISLES

NORTH AYRSHIRE
RENFREWSHIRE

NORTH LANARKSHIRE
WEST LOTHIAN

EAST RENFREWSHIRE
THE HIGHLAND COUNCIL
SOUTH AYRSHIRE

EAST LOTHIAN
DUMFRIES & GALLOWAY
ABERDEENSHIRE

SOUTH LANARKSHIRE

Note: Clackmannanshire Council's low recovery rate was partially due to not receiving subsidy on a
significant amount of their expenditure on certain types of temporary homeless accommodation.

14. Local authorities should ensure that effective arrangements are in place to review subsidy
claims to identify areas for potential improvement. This may include the identification of areas
where staff training would be beneficial, proactive monitoring of workloads, and areas
requiring additional quality review checks and/or intervention activity.
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2013/14 errors reported

15.

16.

17.

The DWP requires that final subsidy claims are reviewed by external auditors using the HB
COUNT testing and reporting methodology.

Where auditors identify errors and are unable to conclude that the errors are isolated, HB
COUNT methodology requires that an additional sample of cases is tested which is focused
on the particular error that had been found.

HB COUNT methodology also requires auditors to extrapolate the results of the initial and
additional testing by multiplying the subsidy cell (or sub-population) total by the proportion of
the sample value that is found to be in error, and agree an amendment to the claim form with
the local authority. Where an amendment cannot be agreed, the auditor includes details of the
error and testing carried out in their covering letter to the DWP.

2013/14 errors reported

Introduction

18.

19.

20.

Auditors reported 60 errors in the covering letters sent to the DWP in respect of 19 of the 32
Scottish local authorities. No issues were identified in the certification of the remaining 13 local
authorities' subsidy claims. This is an increase in the number of errors from 2012/13 where
auditors reported 40 errors and issues across 20 local authorities. In addition, five local
authorities breached the DWP threshold limits for local authority error and administrative delay
overpayments in 2013/14 (four in 2012/13).

The nature and number of the errors reported, along with the potential impact should the DWP
decide to reclaim subsidy in respect of those errors, are discussed in the following
paragraphs. Appendix 1 provides further detail of the errors in respect of the eleven local
authorities where these errors resulted in overpayments of HB and where there the DWP
might potentially reclaim subsidy. If the DWP do decide to reclaim subsidy, over £0.274 million
(£0.149 million in 2012/13) may be reclaimed across Scotland. Although, the DWP can
reclaim subsidy where overpayments are identified, no additional funding is provided where
underpaid benefit is identified by auditors.

As shown in exhibit 2 below, the errors identified by auditors in 2013/14 were mainly due to
the miscalculation of income and overpayment classification. These errors could equally apply
to either rent rebates or rent allowances. In order to help reduce subsidy loss, local authorities
should ensure that effective management arrangements are in place to help minimise
processing errors, overpayments and administrative delays and, where overpayments have
occurred, they are correctly classified and calculated.
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2013/14 errors reported

Exhibit 2: Types of errors reported by auditors

Types of errors reported by auditors

Hincome

M overpayment classification

M eligible rent

H IT system issues

M local authority error and
administrative delay subsidy

M expenditure classification

i reconciliations

i modified schemes

i uncashed cheques

M premiums

i disproportionate rent increase

21. The various types of error identified during the certification of the 2013/14 subsidy claims are
discussed in the following paragraphs and referenced to the appropriate cells on the subsidy
claim form. Where adjustments could not be made to subsidy claims, the potential impact
should the DWP decide to reclaim subsidy in respect of these errors is shown.

22. The auditors' findings demonstrate that the identification of low value errors in their sample
testing can result in relatively large amounts of subsidy being reclaimed as a result of the
extrapolation process carried out as part of the HB COUNT methodology.

23. Errors reported in covering letters to the DWP that do not affect subsidy for 2013/14 are also
discussed because they could also result in a loss of subsidy in the future.

Income

24. Claimant income is a key factor in determining whether a claimant qualifies for HB and, if they
qualify, how much benefit they are entitled to received. It is vital therefore, that local authorities
accurately calculate claimant income in HB assessments. This area is where auditors
identified most errors.
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2013/14 errors reported

25.

26.

27.

A total of 17 errors were reported by auditors in eight local authorities which are detailed in
appendix 2. These relate to errors in respect of claimant income, such as salaries,
occupational pensions and tax credits, being incorrectly entered in HB entitlement
calculations.

For example, in one case it was identified that HB had been underpaid by £5.84 as a result of
miscalculating the claimant's salary. Additional audit testing identified a further two errors (total
value £80). The effect of these errors following extrapolation using HB COUNT methodology
was to overstate rent rebate expenditure attracting full subsidy by £27,030 with a
corresponding understatement of local authority error and administrative delay overpayments.

Local authorities should ensure effective, risk based accuracy checking processes and
appropriate training are in place to help minimise errors in the accurate calculation of claimant
income.

Overpayment classification

28. The DWP does not fully fund overpayments of HB to encourage local authorities to take due
care when processing claims to ensure that they are accurate and also to encourage local
authorities to vigorously recover overpayments, where appropriate.

29.  HB may be overpaid to claimants for a number of reasons. The subsidy claim form
categorises overpayments as follows:

e DWP error

e local authority error and administrative delays
e claimant error (eligible overpayments)

e timing issues (technical overpayments).

30. The type of overpayment affects the amount of subsidy received. For example eligible
overpayments receive 40% subsidy and local authority error and administrative delay
overpayments can receive up to 100% subsidy.

31. Where local authority error and administrative delay overpayments are less than or equal to
the DWP's pre-agreed lower threshold, local authorities receive 100% subsidy (see paragraph
40). Therefore misclassification of overpayments as eligible (i.e. claimant error) instead of
local authority error will result, in those local authorities that are below the DWP threshold
losing subsidy as only 40% subsidy would have been claimed instead of 100%.
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32.

33.

34.

35.

2013/14 errors reported

The errors that follow relate to the detailed cells where the expenditure was recorded,
including local authority error and administrative delay overpayment details which receive a
zero subsidy recovery rate.

Eleven errors were reported by auditors in five local authorities. These mainly relate to errors
where overpayments had been classified as eligible overpayments instead of local authority
error.

For example, nine eligible overpayments (total value £768.30) were identified in one local
authority which had been classified as claimant error when they should have been classified
as local authority error. Following extrapolation of these errors using HB COUNT
methodology, the effect of these errors was to overstate the value of rent rebate expenditure
attracting full subsidy by £1,636.17 and rent rebate eligible overpayments by £40,920.25 with
a corresponding understatement in local authority error and administrative delay
overpayments of £42,556.42.

Local authorities should have effective accuracy checking processes in place to ensure the
accuracy of overpayment calculations and classifications. In addition, as a final check, the
annual subsidy claim should be reviewed prior to submission to the DWP and auditors for
certification. Errors reported by auditors are detailed in appendix 3.

Eligible rent

36.

37.

38.

An essential element of every HB calculation is the accurate calculation of the claimant's
eligible rent. Eligible rent means the reasonable rent for a suitable property in a particular
area. It can include certain service charges (e.g. lift maintenance or a communal laundry) but
not charges such as heating, meals, or the provision of furniture. In addition, the introduction
by the DWP of the removal of the spare room subsidy (RSRS) for working age social tenants
from 2013 resulted in an element of rental payments not being eligible for HB for those
claimants whose properties had more rooms than the DWP’s size criteria stated that they
needed.

Seven errors were reported by auditors in five local authorities. These are detailed in appendix
4 and included issues relating to the RSRS , and errors in calculating eligible rent due to, for
example, not excluding ineligible service costs.

For example, three cases were identified in one local authority where HB had been underpaid
(total value £88.30) as a result of incorrect eligible rent figures being used in the HB
calculation. Additional testing identified one other case where HB had been overpaid by £627.
The effect of these errors was to overstate total rent allowance expenditure, at or below the
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2013/14 errors reported

rent officer's determination, by £75,788 with a corresponding understatement in local authority
error and administrative delay overpayments.

Information Technology (IT) issues

39.

40.

HB is a complex benefit to calculate and therefore it is important that HB IT systems operate
effectively and system parameters are updated appropriately to ensure that claims are
accurately calculated.

Seven errors were reported by auditors in five local authorities. These included issues relating
to system parameters being incorrectly set. Local authorities should ensure that parameters
within the HB system are accurate and agree to all uprating information provided by the DWP
in its circulars. When parameters are updated, independent checks should be carried out to
ensure that the update is accurate. Errors reported by auditors are detailed in appendix 5.

Local authority error and administrative delay subsidy

41.

42.

43.

44,

In April 2004, an initiative was introduced by the DWP to allow local authorities to receive
additional subsidy in respect of their local authority error and administrative delay
overpayments where the total value of these overpayments was within a specified percentage
of the total value of all correct payments made.

The level of subsidy that local authorities may claim for local authority error and administrative
delay overpayments is determined by these thresholds, expressed as a percentage of the
value of correct payments made. The thresholds are as follows:

e lower threshold 0.48%
e upper threshold 0.54%.

Where the local authority error and administrative delay overpayments are less than or equal
to the lower threshold, local authorities receive 100% subsidy. Where they are more than the
lower threshold but less than the upper threshold, local authorities receive 40% subsidy on the
value of overpayments above the lower threshold. No subsidy is payable on the value of
overpayments that are above the upper threshold.

As illustrated in exhibit 3 below, five local authorities exceeded the upper threshold in 2013/14
(two local authorities were above the upper threshold with a further two between the upper
and lower threshold in 2012/13), with the remaining 27 authorities below the threshold. The
total value of local authority error and administrative delay overpayments in respect of these
five local authorities was £1,156,048 (£1,187,179 for the four local authorities in 2012/13). As
a result no subsidy was paid to these local authorities in respect of these overpayments. The
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2013/14 errors reported

maximum amount of additional subsidy unable to be claimed was 100% of the lower threshold
which equalled £783,849 (£809,042 in 2012/13). The value of subsidy unable to be reclaimed
for the individual local authorities ranged from £23,281 to £243,321 (£112,297 to £308,547 in

2012/13).

45. East Ayrshire Council was unable to claim subsidy in 2012/13 due to being above the upper
threshold and Falkirk Council also was unable to claim part of their local authority error and
administrative delay subsidy in 2012/13 due to being above the lower threshold.

Exhibit 3: Local authority error and administrative delay overpayment subsidy
Local authority Lower Upper Actual

threshold threshold overpayments

Aberdeen City £243,321 £273,739 £303,180
Comhairle nan Eilean Siar £23,281 £26,191 £31,292
East Ayrshire £202,986 £228,359 £375,812
Falkirk £190,662 £214,495 £247,301
Midlothian £123,599 £139,048 £198,463
TOTAL £783,849 £1,156,048

46. As shown in Exhibit 4, a review was undertaken by Audit Scotland of the other 27 local
authorities where the level of local authority error and administrative delay overpayments was
below the DWPs lower threshold.

47. Local authorities should have arrangements in place to monitor overpayment levels on an on-

going basis in order to avoid subsidy loss where possible. Effective accuracy checking
processes should also be in place to help minimise errors.
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2013/14 errors reported

Exhibit 4: local authority error and administrative delay overpayments

Local authority error and administrative delay overpayments

%
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Expenditure classification

48.

49.

50.

51.

The DWP subsidy claim requires that HB expenditure is correctly classified across the various
cells contained in the form. This is particularly important as different types of expenditure
attract different rates of subsidy.

Five errors were reported by auditors in four local authorities. These are detailed in appendix 6
and include issues relating to rent rebates being classified as rent allowances and vice versa.

For example, in one local authority, sample testing of rent rebate cases identified two claims in
relation to properties that had been transferred to the control of a local housing association.
These claims should have been recorded within the rent allowance cells. Further testing
identified that 7.8% of the total value of rent rebates claimed under expenditure in respect of
leased or self-contained licensed accommodation should have been recorded in the rent
allowances cells resulting in adjustments of £86,374.63 and £7,626.84 being agreed with the
local authority.

Local authorities should ensure that effective accuracy checking processes are in place to
ensure that HB entitlement is accurately calculated and the expenditure is correctly recorded.
In addition, local authorities should ensure checks are carried out on subsidy claims prior to
being submitted to the DWP and for certification by auditors.
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2013/14 errors reported

Reconciliations

52.

53.

Reconciliations are an important part of the subsidy claim and as part of the certification
process, auditors are required to check that benefits granted per the subsidy claim form agree
with the reconciliation figures within the HB IT system for the amount of benefit granted and
paid. In addition, the subsidy claim form contains an in-year reconciliation cell which is
calculated automatically and seeks to confirm that the figure in each total expenditure cell is
supported by an analysis of expenditure.

Five errors were reported by auditors in four local authorities where there were anomalies in
the reconciliation data. Local authorities should ensure that regular reconciliations are carried
according to the software suppliers' guidance, and ensure that any issues identified are
investigated and rectified. Errors reported by auditors are detailed in appendix 7.

Modified schemes

54.

55.

Modified schemes are where a local authority operates a discretionary local scheme to
disregard any war pension over and above the statutory disregards. This discretionary
expenditure receives subsidy of 0.2% of the total subsidy claimed before any local scheme
expenditure and is capped at 75% of the total cost of the discretionary scheme.

Four errors were reported by auditors in four local authorities. These included errors regarding
the assessment of the claimants' income and software issues. Local authorities again should
ensure effective accuracy checking processes are in place to try to minimise errors. In
addition, local authorities should ensure checks are carried out on subsidy claims prior to
being submitted to the DWP and for certification, and that any issues identified are
investigated and rectified. Errors reported by auditors are detailed in appendix 8.

Uncashed cheques

56.

57.

Local authorities may pay HB by cheque to claimants and/or landlords. At the year end, an
adjustment is required in the subsidy claim form to account for cheques which were issued
prior to 1 April 2013 that have not been cashed.

Errors were reported by auditors in three local authorities. These relate to uncashed cheques
being not included on the subsidy claim form in error as well as the treatment of cheques
included on the subsidy claim form. Local authorities should ensure DWP guidance on the
completion of subsidy claim forms is reviewed annually and action taken to ensure subsidy
claims are completed in accordance with the guidance. Errors reported by auditors are
detailed in appendix 9.
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2013/14 errors reported

Premiums

58.

59.

60.

Where a claimant has a special need, there are a number of premiums which can be awarded
when entitlement to HB is calculated.

Testing in North Lanarkshire Council identified one claim where a carer's premium had been
applied in error when calculating the HB award.

Additional testing identified one further case (value £220.32) where a carer's premium had
been applied in error. The result of this error was to overstate cell 023, rent rebate expenditure
attracting full subsidy by £2,297 with a corresponding understatement in cell 026 local
authority error and administrative delay overpayments.

Disproportionate rent increase

61.

62.

63.

Disproportionate rent increase is where deductions are made in calculating qualifying
expenditure for subsidy purposes where a local authority has increased the average rent of
local authority tenants receiving rent rebates by a higher percentage increase than the
percentage increase in the averages rents of tenants who are not receiving rebates.

Local authorities receive exemption from this deduction where it can be demonstrated that the
authority has set its rent charges to reflect the characteristics of the individual properties and
services rather than the HB status of the tenants.

In Angus Council, cell 181b on the subsidy claim form had been completed to reflect that the
local authority was seeking exemption from the disproportionate rent increase on the basis of
a rent increase by a common percentage. For completeness, cell 180a should also have been
completed to reflect that the local authority has open and transparent rent setting policies.
This error did not affect subsidy claimed.
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Appendix 1

Potential recovery of subsidy by DWP for those local authorities where errors
resulted in overpaid HB

Local Rent rebate Rent Total potential
authority allowance recovery of
subsidy by
DWP

Aberdeen e Earnedincome errors e £22,886 e £8,497 £56,410

e Misclassification of e £18,004 o £4561

overpayments
e Occupational pension 4 £1 147 o £477

income errors
e Tax credit errors

e £838
Aberdeenshire e Calculationovera52 e £15,488 £15,488
week period instead of
a 53 week period
Combhairle e |ncome errors e £127 £208
Nan Eilean e Incorrect eligible rent o £81
Siar
Dumfries & ¢ Earned income error e £55 £63
Galloway e Misclassification of e £8
overpayments
East ¢ In year reconciliation e £316 e £316 £632
Renfrewshire
Fife ¢ In year reconciliation e £2971 £8,956
e Prior year uncashed e £5985
payments
Highland ¢ Incorrect eligible rent o £75,788 £107,824
figures

e Earned income errors £27.030

e Prior year uncashed e £5,006
payments
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Local Rent rebate Rent Total potential

authority allowance recovery of
subsidy by

DWP
Midlothian e Misclassification of e £615 o £342 £1,040
overpayments
e Earnedincome errors o £68 e £15
North ¢ Incorrect eligible rent- e £69,926 £72,844
Lanarkshire under occupancy

deduction errors
e Error with a carer's

. o £2,297
premium
o Misclassification of c £11

overpayments * £505 y 6
Perth & e Child benefitincome e £212 £212
Kinross error
Stirling e Earnedincome errors e £10,385 £10,385

TOTAL £274,062
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Appendix 2

Details of reported errors relating to income

Aberdeen City Council

Three rent rebate cases (total value £262.31) were identified where HB had been overpaid due
to the miscalculation of the claimant's wages.

Additional testing identified a further four cases (total value £789.64) where HB had been
overpaid, a further two cases where benefit had been underpaid and two cases where the
miscalculation of employed earnings did not result in a monetary error.

The effect of the error was to overstate cell 023, rent rebate expenditure attracting full subsidy by
£22,886.31 with a corresponding understatement in cell 026, local authority error and
administrative delay overpayments.

Testing was carried out on rent rebate claimants with occupational pension due to errors
identified in previous years. This identified seven rent rebate cases (total value £88.61) where
HB had been overpaid.

The effect of this error was to overstate cell 023 by £1,147.33 with a corresponding
understatement in cell 026.

Testing carried out on rent rebate claims containing Working Tax Credits due to errors identified
in previous years, identified two cases (total value £43.54) where HB had been overpaid and a
further two cases where HB had been underpaid.

The effect of these errors was to overstate cell 023 by £838.12 with a corresponding
understatement in cell 026.

Testing identified one rent allowance case where there was a miscalculation of the claimant’s
wages.

Testing of an additional sample of cases identified a further five cases (total value £607.85)
where HB had been overpaid, six cases where benefit had been underpaid, and a further case
where an error had no impact on the level of benefit paid.

The effect of this error was to overstate cell 102, rent allowance expenditure not requiring
referral to the rent officer, by £3,799.14 and cell 103, expenditure administered under local
housing allowance rules by £4,698.46 with a corresponding understatement of £8,497.60 in cell
113, local authority error and administrative delay overpayments.

Testing identified ten rent allowance cases (total value £168.03) where HB had been overpaid as
a result of the miscalculation of the claimant's earnings from an occupational pension. Additional
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Appendix 2

Details of reported errors relating to income

testing identified a further four cases where HB had been underpaid and two cases where errors
did not result in a monetary error.

The effect of this error was to overstate cell 099, rent allowance expenditure administered under
rent officer arrangements up to the maximum rent by £8.10 and cell 102, expenditure not
requiring referral to the rent officer by £469.66 with a corresponding understatement of £477.76
in cell 113, local authority error and administrative delay overpayments.

Testing identified two cases where an error was made when calculating Employment Support
Allowance (ESA). There was no impact on the level of benefit paid.

Combhairle Nan Eilean Siar

Testing identified one case where an incorrect salary was used in the HB calculation. This error
however did not impact on the claimant's benefit entitliement.

Additional testing identified one case where HB had been underpaid as a result of the authority
miscalculating weekly earned income.

As there is no eligibility to subsidy for benefit which has not been paid, these errors have not
been classified as errors for subsidy purposes.

Testing identified one rent allowance case (£2.91) where HB had been overpaid as a result of
applying an incorrect ESA component in the HB calculation, and one case (£0.68) where HB had
been overpaid as a result of using an incorrect savings credit amount. Testing of an additional
sample of cases identified no further errors.

The effect of these errors was to overstate cell 102, rent allowance expenditure not requiring
referral to the rent officer, by £127 with a corresponding understatement of cell 113, local
authority error and administrative delay overpayments.

Dumfries & Galloway Council

Testing identified one case where the average weekly income for the claimant had been
calculated incorrectly. The claimant's average income had been calculated based on 2 four-
weekly payslips which had been provided. However, the claimant worked on a 4/4/5 week basis
and therefore his average income had not been calculated correctly.

As testing of an additional sample of cases identified no further errors, the error was deemed to
be an isolated incident.

The effect of the error was to overstate cell 014, leased or self-contained licensed
accommodation where the local authority is the landlord by £55.45 with a corresponding
understatement of cell 026, local authority error and administrative delay overpayments.
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Appendix 2

Details of reported errors relating to income

The Highland Council

Testing identified one case where HB had been underpaid by £5.84 as a result of miscalculating
the claimant's salary.

Testing of an additional sample of cases identified two cases where HB had been overpaid
benefit (total value £80).

The effect of these errors was to overstate cell 023, rent rebate expenditure attracting full
subsidy by £27,030 with a corresponding understatement of cell 026, local authority error and
administrative delay overpayments.

Midlothian Council

Testing identified one rent rebate case (total value £4.67) where HB was overpaid due to an
error in the calculation of the claimant's salary.

Additional testing identified one case (total value £2.52) where benefit was overpaid and four
cases (total value £58.80) where benefit was underpaid.

The combined effect resulted in an understatement of £68.83 in cell 026, local authority error
and administrative delay overpayments, with corresponding overstatements of £44.70 in cell
012, board and lodging or non-self-contained licensed accommodation where the local authority
is the landlord, and £24.13 in cell 023, rent rebate expenditure attracting full subsidy.

Testing identified one rent allowance case (total value £0.12) where HB had been overpaid due
to an error in the calculation of a claimant's salary.

Additional testing identified one case (total value £0.75) where benefit was overpaid and one
case (total value £0.26) where benefit was overpaid.

The effect is an overstatement in cell 102, rent allowance expenditure not requiring referral to the
rent officer of £10.44, an overstatement in cell 103, rent allowance expenditure administered
under local housing allowance rules, of £5.29, with a corresponding understatement of £15.73 in
cell 113, local authority error and administrative delay overpayments.

Testing identified one case (total value £0.56) where HB had been underpaid due to the wrong
tax credit amount being applied.

Additional testing identified one case (total value £0.13) which again resulted in an
underpayment of benefit.

As there is no eligibility to subsidy for benefit that has not been paid, the above underpayment
does not affect subsidy.
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Appendix 2

Details of reported errors relating to income

Perth & Kinross Council

Testing identified one case where HB had been overpaid (value £212) due to mistakenly
removing child benefit from a claim. This had reduced the claimant's income for a subsidy period
(2008/09) when child benefit was not disregarded as income.

The auditor reviewed the other two cases where adjustments were made to HB relating to
2008/09. For these two cases child benefit was not applicable.

It was concluded that this error is isolated and that cell 031, prior year rent rebate local authority

error and administrative delay overpayments is understated by £212 with a corresponding
overstatement in cell 034, rent rebate subsidy claimed at full rate.

Stirling Council

Testing carried out in a local authority on rent rebate claimants' earned income due to errors
identified in previous years, identified three errors resulting in two cases (total value £2192.19)
where benefit was overpaid, and one case (total value £0.01) where benefit was underpaid.

The effect of these errors is to overstate cell 023, rent rebate expenditure attracting full subsidy

by £10,385.66 with a corresponding understatement in cell 026, local authority error and
administrative delay overpayments.

Testing identified one rent allowance case (total value £1.31) where HB had been underpaid as
a result of the authority miscalculating the claimant's income.

Additional testing identified one additional error which resulted in an underpayment (total value
£2.07).

As there is no eligibility for subsidy for benefit that has not been paid, the underpayment does
not affect subsidy.

Inverclyde Council

Testing identified one case (total value £1,435.94), where HB had been underpaid as a result of
the authority miscalculating the earned income of the claimant's non-dependent resulting in the
wrong non-dependent deduction amount being applied to the HB award.

No further underpayments or overpayments were identified.

As there is no eligibility for subsidy for benefit which has not been paid, the underpayment
identified does not affect subsidy.
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Appendix 3

Details of reported errors relating to overpayment classification

Aberdeenshire Council

One authority informed their auditor that an error had been identified where the weekly rent
rebate had been calculated on a 52 week period instead of a 53 week period, resulting in
overpayments being made throughout the year.

The affected claims were re-assessed via a mass calculation in March 2014 which resulted in
the overpayments being automatically classified as claimant error when the classification should
have been local authority error. The local authority manually carried out a re-classification
exercise in subsidy year 2014/15 and the change of overpayment classification will be reflected
in the 2014/15 subsidy claim.

A total of 2,519 claims were affected, resulting in overpayments totalling £38,721.67.The effect
of this error resulted in an overstatement in cell 028, rent rebate eligible overpayments (40%
subsidy recover rate) by £38,721.67 with a corresponding understatement in cell 026, local
authority error and administrative delay overpayments (zero subsidy recovery rate).

Aberdeen City Council

Testing of rent rebate eligible overpayments identified nine cases (total value £768.30) where
the overpayment had been wrongly classified as an eligible error when it should have been
classified as a local authority error.

The effect of this error resulted in an overstatement in cell 023, rent rebate expenditure attracting
full- rate subsidy (100% subsidy recovery rate) by £1,636.17 and cell 028, rent rebate eligible
overpayments by £40,920.25 (40% subsidy recovery rate) with a corresponding understatement
in cell 026, local authority error and administrative delay overpayments of £42,556.42 (zero
subsidy recovery rate).

Three rent allowance eligible overpayment cases (total value £307.71) were identified where the
overpayments had been wrongly classified as an eligible error when they should have been
classified as a local authority error. Additional testing identified a further two cases where the
overpayment was correctly classified, but had been overstated.

The effect of this error resulted in an overstatement to cell 103, claims administered under local
housing allowance rules, by £2,115.27 (100% subsidy recovery rate) and cell 114, eligible rent
allowance overpayment, by £4,298.29 (40% subsidy recovery rate) with a corresponding
understatement in cell 113, local authority error and administrative delay overpayments of
£6,413.56 (zero recovery rate).
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Appendix 3

Details of reported errors relating to overpayment classification

Testing identified one rent allowance case (total value £71.11) where a prior year overpayment
had been wrongly classified as an eligible error when it should have been classified as a local
authority error.

Additional testing identified a further three cases (total value £171.91) where the eligible
overpayment had been overstated and two cases where the overpayment was correctly
classified, but had been overstated.

The effect of this error resulted in an overstatement to cell 114, current year eligible
overpayments, by £193.01 (40% subsidy recovery rate) and cell 121 by £1,625.29 (40% subsidy
recovery rate) with a corresponding understatement in cell 113, current year local authority error
and administrative delay overpayments, of £193.01 (zero subsidy recovery rate) and cell 120,
prior year local authority error and administrative delay overpayments, by £1,625.29 (zero
subsidy recovery rate).

Dumfries & Galloway Council

Testing identified one case where the local authority's homeless service provided an incorrect
date when reporting the date a tenant moved out.

No other instances were noted during testing and it was concluded that this was an isolated
incident.

The error resulted in an overpayment of £21.69 which should have been detailed in cell 026, rent
rebate local authority error and administrative delay overpayments (zero subsidy recovery rate)
but was instead included in cell 028, rent rebate eligible overpayments (40% subsidy recovery
rate).

Testing identified one claim (£50) which had been included as an eligible rent allowance
overpayment for the prior year instead of expenditure under the rent officer arrangements for
cases excluded from the requirement to refer to the rent officer. This error did not affect the
subsidy claimed as the error resulted in an under claim and there is no eligibility for subsidy
which has not been claimed.

Midlothian Council

Testing identified one case (total value £19.76) where an overpayment had been recorded as
claimant error, when it should have been classified as a local authority error. Additional testing
identified one other case (£24.08) where the overpayment had been wrongly classified as
claimant error.

The errors resulted in the overstatement of £1,537 in cell 028, rent rebate eligible overpayments,
(40% subsidy recovery rate) and a corresponding understatement in cell 026 rent rebate local
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Details of reported errors relating to overpayment classification

authority error and administrative delay overpayments (zero subsidy recovery rate).

Testing identified one case (total value £53.54) where an overpayment had been recorded as
rent allowance claimant error when it should have been classed as local authority error.
Additional testing identified no further errors. The error resulted in an overstatement in cell 114,
rent allowance eligible overpayments, (40% subsidy recovery rate) of £856.95 with a
corresponding understatement of cell 113, local authority error and administrative delay
overpayments (zero recovery rate).

North Lanarkshire Council

Testing identified one case (value £311.55) which had been incorrectly included as an
overpayment in the claim form due to a housing officer incorrectly classifying it on the HB IT
system. The local authority amended and rectified the claim for this error and therefore there
was no effect on the amount of subsidy claimed.

Testing identified one case (value £1.96) where a change of circumstances had been processed
from the incorrect date, resulting in an overpayment of HB.

Testing of an additional sample of cases identified no further errors. The extrapolation of this
error resulted in an overstatement in cell 023, rent rebate expenditure attracting full subsidy,
(100% subsidy recovery rate) by £505 with a corresponding understatement of cell 026, local
authority error and administrative delay overpayments (zero subsidy recovery rate).

One case (value of error £1) was identified where an overpayment should have been classified
as local authority error and administrative delay overpayments, and not as an eligible
overpayment. Additional testing identified one further case (value £1.40) that had been
incorrectly classified The effect of these errors resulted in an overstatement in cell 114, eligible
overpayments (40% subsidy recovery rate) by £289 with a corresponding understatement in cell
113, local authority error and administrative delay (zero subsidy recovery rate).
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Details of reported errors relating to eligible rent

North Lanarkshire Council

Testing identified one case (value £706) where benefit had been overpaid due to the local
authority's failure to correctly apply an under-occupancy deduction.

Additional testing identified a further 14 cases (value £6,558) where the under-occupancy
charge had not been correctly applied. This resulted in cell 023, rent rebate expenditure
attracting full rate subsidy being overstated by £69,926 with a corresponding understatement in
cell 026, local authority error and administrative delay overpayments.

The auditor commented on their audited body's approach to applying the size criteria rules. The
auditor pointed out that the HB size criteria rules do not apply to claimants, inter alia, that fall
within paragraph 4(1)(a) of Schedule 3 of the Consequential Provisions Regulations.

While the DWP recognised that it may be difficult for local authorities to ensure compliance, it
was noted that local authorities should not revise awards unless they were satisfied on the basis
of evidence that the claimant met the required criteria.

During 2013/14, the auditor's audited body identified all claimants where the exemption criteria
applied. Unfortunately the local authority's records for HB dated back to 1 January 1998 and not
1 January 1996. On the balance of probabilities, however, this was taken to be sufficient for the
exemption to be applied. This had no impact on subsidy.

Comhairle Nan Eilean Siar

Testing identified one case (value £50.91) where HB had been overpaid as the authority did not
exclude contributions paid by the claimant towards TV licence costs. Additional testing of the
remainder of the population identified one further case (value £30.39) where HB had been
overpaid. The overall impact on the claim was that cell 023, rent rebate expenditure attracting
full rate subsidy was overstated by £81 and cell 026, local authority error and administrative
delay overpayments was understated by £81.

Testing identified one case where HB had been underpaid as a result of the local authority
applying an incorrect rent override.

Additional testing identified a further ten cases where HB had been underpaid as a result of the
authority applying an incorrect rent override. As there is no eligibility to subsidy for benefit which
has not been paid, the underpayment identified did not affect subsidy.
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Dumfries & Galloway Council

Testing identified one case where the claimant's rent had increased. However this information
had not been updated within the HB IT system. No other such instances were noted The error
had no effect on the subsidy claim as the correct Local Housing Allowance cap of £106.13 had
been applied to the claimant's benefit paid.

The Highland Council

Testing identified three cases where HB had been underpaid (total value £88.30) as a result of
incorrect eligible rent figures being used in the HB calculation.

Additional testing identified one other case where benefit had been overpaid by £627. The effect
of this error resulted in an overstatement in cell 098, total rent allowance expenditure at or below
the rent officer's determination by £75,788 with a corresponding understatement in cell 113, local
authority error and administrative delay overpayments.

Midlothian Council

Testing identified one case (total value £7.80) where benefit had been underpaid due to the
wrong weekly rent being applied. Additional testing identified no other errors. As there is no
eligibility to subsidy for benefit that had not been paid, the underpayment does not affect
subsidy.
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Details of reported errors relating to IT system issues

Midlothian Council

Testing identified that the HB IT system had not reported the correct amount of benefit awarded,
in some cases, resulting in an incorrect amount of subsidy being claimed. Due to the complexity
of the issue, and the fact that this had only recently been identified, the auditor was not in a
position to quantify the value or the number of cases affected. The software provider is currently
working on a solution to correct this issue and will release a correction patch for 2014 once they
have identified the cause of the software error.

Initial testing identified three cases (total value £39.76) where the local housing allowance rate
was incorrect. This resulted in an underpayment of HB.

Subsequent investigation established that the error had been caused by a system parameter
within the HB IT system being incorrectly set during system uprating for the start of the 2013/14
financial year. The error was not found during system testing. This resulted in 317 HB cases
being affected resulting in an underpayment of benefit totalling £4,962.25. This error does not
affect subsidy as the error resulted in an underpayment being made in each case and there is no
eligibility for subsidy which has not been paid.

Dumfries & Galloway Council

Testing identified one underpayment in relation to the calculation of the upper and lower
allowance limits within expenditure on board and lodging or non-self-contained licenses
accommodation where the local authority is the landlord. This was due to the HB IT system
applying the weekly cap pro-rata instead of cumulatively applying the cap for the week.
Additional testing identified one further underpayment. As there is no eligibility to subsidy for
benefit which has not been paid, the two underpayments identified do not affect the subsidy
claimed.

It was noted that Industrial Injuries Payments made by the local authority to claimants rose
2.51% on the prior year as opposed to 2.2% as per the DWP's guidance. Further investigation
showed that this error related to the whole population of claimants receiving Industrial Injuries
Disablement Payments. This error does not affect subsidy claimed as the error resulted in an
underpayment being made in each case.
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City of Edinburgh Council

Testing identified that the HB IT system parameter for an Armed Forces Independence Payment
was incorrect. The correct weekly amount should have been £134.40; however a figure of
£134.30 was input to the benefit system. There is no impact on subsidy as these payments are
fully disregarded for the purposes of the HB calculation.

Dundee City Council and The Scottish Borders Council

It was noted during testing in two other local authority's that the HB rates for polygamous
marriages had not been entered into the HB IT system during the annual uprating exercise. No
instances of such marriages were identified and, therefore, there was no effect on the subsidy
claimed.
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Details of reported errors relating to expenditure classification

Combhairle Nan Eilean Siar

Testing identified claims recorded as rent allowance expenditure on board and lodging or non-
self-contained licensed accommodation provided as temporary or short term accommodation
where a registered housing association is the landlord, which should have been recorded as rent
rebates where board and lodging or non-self-contained licensed accommodation provided as
temporary or short term accommodation where the local authority is the landlord. However, as
the authority had amended and recertified the claim for this misclassification. There is therefore
no impact on subsidy claimed.

Dumfries & Galloway Council

Although the local authority had transferred its housing stock to a local housing association,
testing of rent rebates identified two claims in relation to properties transferred to the housing
association. These claims should have instead been recorded within the rent allowance cells
which relate to accommodation on board and lodging and non-self-contained licensed
accommodation where a registered housing association is the landlord.

Further testing identified that 7.8% of the total rent rebates claimed under expenditure on leased
or self-contained licensed accommodation where the local authority is the landlord should have
instead been claimed under rent allowances. £86,374.63 in cell 014 and £7,626.84 in cell 015
rent rebate expenditure on leased or self-contained licensed accommodation where the local
authority is the landlord, was reclassified in cells 104 and 105 accommodation on board and
lodging and non-self-contained licensed accommodation where a registered housing association
is the landlord. The total subsidy claim is not affected as cells 014 and 104 both receive 100%
subsidy and cells 015 and 105 do not receive any subsidy.

East Lothian Council

Testing identified one case (total value £961.75) where rent allowance expenditure had been
misclassified between cases excluded from the requirement to refer to the rent officer, and
expenditure in claims administered under local housing allowance rules.

The claim related to a two homes payment. Additional testing of two homes payment cases did
not identify any other errors. There is no effect on subsidy claimed as both types of expenditure
qualify for 100% subsidy.
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North Lanarkshire Council

Prior to submission of the original subsidy claim form, the local authority identified one claim
which was incorrectly classified as a rent rebate instead of a rent allowance. The local authority
amended this misclassification prior to the submission of the original subsidy claim with the
exception of the backdated expenditure. The local authority has amended and rectified the claim
in respect of this omission and therefore there is no impact on subsidy claimed.

Testing identified two cases where expenditure where the landlord is a women's' refuge had
been misclassified. Expenditure was classified in cell 102, cases not requiring referral to the rent
officer, instead of cells 096 to 098, cases referred to the rent officer and administered under the
pre-1996 rules. The effect of this error resulted in an overstatement in cell 102 with a
corresponding understatement in cells 096 to 098.

All relevant cases were identified for this landlord (value £351,074). All were found to be
assessed as below or at a reasonable market rent and therefore should have been recorded in
cell 098, cases referred to the rent officer and eligible rent was found to be at or below the rent
officer's determination. There is no impact on subsidy as cells 102 and 098 both receive a 100%
recovery rate.
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Appendix 7

Details of reported errors relating to reconciliations

Clackmannanshire Council

A difference of £37,218.87 was noted between rent allowance payment summaries from the local
authority's ledger system and the amount of HB claimed per the subsidy form. The difference
indicated that the local authority had paid out more in the period than it had claimed. This was due
to the local authority's decision to disregard income through the local scheme for war widows' and
disablement pensions in excess of that disregarded by DWP. The local authority performed
reconciliations between the amount of HB claimed per the HB IT system to the finance
departments' figures of amounts paid. As there was only a 1.3% explainable difference in payments
the local authority did not adjust the claim.

East Renfrewshire Council

In-year reconciliation highlighted a discrepancy of £316 between the HB IT system for rent rebates
and rent allowances and the underlying local authority systems.

Fife Council

The local authority uses an HB IT system only used by a small number of other local authorities.
The software provider had not provided instructions on the process for reconciling benefit granted,
as recorded on the benefit system, to benefit paid. The authority used its own methodology to carry
out the reconciliation. Overall the reconciliation showed that the HB paid was £18,638 more than
benefit granted. The authority used the lower amount as the basis of its subsidy claim.

Cells 037, in year reconciliation of rent rebate expenditure and 130, in year reconciliation of rent
allowance expenditure, on the subsidy claim form should agree to the entries in cells 011 total rent
rebate and 094, total rent allowance expenditure respectively. Differences of £2 in rent rebate cells
011 and 037 and £2,971 in rent allowance cells 094 and 130 were noted.

North Lanarkshire Council

A difference of £1 was noted between rent allowance cells 094, total rent allowance expenditure
and 130, in year reconciliation of rent allowance expenditure.
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Details of reported errors relating to modified schemes

City of Edinburgh Council

The analysis of modified subsidy across rent rebates and rent allowances, did not agree to the
total expenditure due to the voluntary disregarding of war disablement pensions or war widows
pensions. The difference of £2,442 was due to a local authority error when compiling
expenditure analysis. A rent allowance adjustment for £1,221 was added in error when it should
have been deducted. The figures on the subsidy claim have subsequently been updated to
reflect the correct analysis and therefore there is no impact on the level of subsidy claimed.

Combhairle Nan Eilean Siar

Initial testing identified one case (£92) which had been included in the modified scheme cell in
error as a result of the authority overstating the claimant's income. The effect of this error
resulted in an overstatement in cell 214, total expenditure due to the voluntary disregarding of
war disablement pensions or war widows pensions by £92 with a corresponding understatement
of cell 102, rent allowance expenditure excluded from the requirement to refer to the rent officer
resulting in an under claim of subsidy.

Perth & Kinross Council

Testing identified one case where the authority had not disregarded a pre-1973 war widow's
pension when calculating the expenditure incurred as a result of the modified scheme subsidy.
The value of the error was £819.This case was the only active claim which included a pre-1973
war widow's pension. It was concluded that this error was isolated and that cells 225 and 214,
total expenditure due to the voluntary disregarding of war disablement pensions or war widows
pensions were overstated by £819. Correspondingly cells 094 total rent allowance expenditure
and 103, expenditure administered under local housing allowance rules were understated by the
equivalent amount. As this resulted is an under payment of HB there is no impact on subsidy.

North Lanarkshire Council

During 2013/14 the authority upgraded its HB IT system. This created two issues:

¢ the war pension disregard was not recorded for those claims, within modified schemes that
have not been subject to a benefit recalculation after the new system went live.
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Details of reported errors relating to modified schemes

e an issue has been identified with retrospective change of circumstances on rent allowance
modified schemes.

The local authority had been in discussion with the software provider and had been advised that

the issue cannot be corrected via the system. There is no impact on subsidy as the local

authority amended and rectified the 2013/14 subsidy claim for these issues.
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Appendix 9

Appendix 9

Details of reported errors relating to uncashed cheques

Falkirk Council

The local authority's treatment of uncashed cheques for rent allowances did not comply with the
DWP's guidance. The local authority showed the adjusted figure (£10,283) in the rent allowance
cells 004, subsidy claimed for rent allowances and 129S, total subsidy for rent allowances and
left cells 007, reduction for prior year uncashed payments, and 179S, uncashed payments
blank. This treatment does not affect subsidy but does not provide visibility of the prior year
uncashed cheques element in line with other authorities for comparative purposes.

Fife Council

Cell 007, reduction for prior year uncashed payments, had been left blank in the subsidy claim.
Testing identified that 33 prior year uncashed cheques to the value of £5,985.37 had been
omitted. This resulted in the subsidy claim being overstated by £5,985.37.

The Highland Council

Prior year uncashed cheque payments had been excluded in cells 007, and 179S, uncashed
payments for the six months to 31 March 2014 as the information was not available at the time
the claim was prepared. This resulted in the subsidy claim being overstated by £5,006.
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Renfrewshire

Council Item 2
To: Audit, Scrutiny and Petitions Board
On: 30 March 2015
Report by: Chief Auditor
Heading:  Annual Internal Audit Plan 2015/2016
1. Summary
1.1 In line with the requirements of the Public Sector Internal Audit Standards, a

risk based internal audit plan for 2015/16 has been developed. The audit plan
takes into account the outcomes of the internal corporate and service risk
identification and evaluation processes, and the current business
environment. In addition to undertaking work which will provide assurance on
the robustness on key internal controls, the plan seeks to reflect the key
priorities and challenges for the council.

1.2 A number of methods have been employed to facilitate production of the risk

based audit plan for 2015/16:

e Consultation with all Directors and their Senior Management Teams,
Senior management from the associate bodies, Renfrewshire Leisure Ltd
and Audit Scotland;

e Benchmarking with other Local Authorities;

e Review of corporate and service risk registers;

e Cumulative audit knowledge and experience;

¢ Review of key external audit and inspection reports.

1.3 The following influencing factors have been considered in our assessment of
the current business environment and the priority areas of audit:
e Financial stability;
e Transformational Change — Better Council Programme
e Regeneration and Investment
e Public protection;
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1.4

1.5

1.6

¢ Organisational development and workforce planning;
e Governance and control;
e Communications.

The total available resource is 1609 days, the operational audit time available
for 2015/16 has been identified as 1238 days (77%). The remaining 371 days
relates to training, service development, administration and management.
Coverage of the plan is achieved through the use of in-house staff and the
private sector. A copy of the plan is attached at Appendix 1.

Operational and non-operational time has been calculated in accordance with
CIPFA benchmarking criteria. Non-operational time includes provision for
training, performance management and service development. In addition to
the internal audit assurance function the Chief Auditor has managerial
responsibility for risk management, insurance and benefit investigation which
are excluded from the calculation of available operational audit resources.

Delivery of the risk based annual audit plan supports effective member
scrutiny of the council’s internal financial and other control mechanisms.

21

2.2

Recommendations

Members are asked to approve the content of the risk based audit plan for
2015/16.

Members are asked to note that the progress of the 2015/16 annual audit plan
and summaries of the findings from each audit assignment will be reported to
the Board on a quarterly basis.

Implications of the Report

1.

2,

Financial - None
HR & Organisational Development - None

Community Planning —

Safer and Stronger - effective internal audit is an important element of
good corporate governance.

Legal - None
Property/Assets - None

Information Technology - None
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Equality & Human Rights

(@) The Recommendations contained within this report have been
assessed in relation to their impact on equalities and human
rights. No negative impacts on equality groups or potential for
infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report. If
required following implementation, the actual impact of the
recommendations and the mitigating actions will be reviewed
and monitored, and the results of the assessment will be
published on the Council’s website.

8. Health & Safety — None

9. Procurement - None

10. Risk - The subject matter of this report is the risk based Audit Plan for
2014 — 2015.

11. Privacy Impact — None

Author: Andrea McMahon — 01416187017
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Audit Plan Overview

1. Introduction

1.1

1.2

1.3

In line with the requirements of the Public Sector Internal Audit Standards, a risk based
internal audit plan for 2015/16 has been developed. In formulating the audit plan a risk
assessment has been undertaken giving consideration to the following sources of
information:

Risk (1) Risk assessment and prioritisation of all auditable
assessment activities (audit universe).
(2) Corporate Risk Register.

(3) Service Risk Registers.

Consultation (4) The Chief Auditor has met with each member of the CMT
and their senior management teams to ascertain any changes to
operational practice and national policy and to determine their
priorities and risks.

(5) Senior Management from the associate bodies and
Renfrewshire Leisure Limited have been consulted to ascertain
their priorities and risks.

(6) The Chief Executive has been consulted on what she
sees as the council’s priority and risk areas for the forthcoming
year.

(7) Feedback from, and the expectations of, the Audit,
Scrutiny and Petitions Board are identified through the regular
meetings with the members of the board.

(8) The Chief Auditor has met with Audit Scotland to
ascertain where assurance on key internal controls is required
and the arrangements for review of statutory performance
indicators.

Benchmarking (9) Other Local Authority internal audit plans.
(10)  Discussion with other Chief Auditors through the Scottish
Local Authority Chief Auditors Group.

Review of key | (11) A Better Future, A Better Council - Renfrewshire
internal reports | Council’s plan for action, 2014-17

(12)  The results of internal audit work in 2014/15 and in
previous years.

Review of key | (13) Audit Scotland: Renfrewshire Council - Report to
external reports | Members and the Controller of Audit on the 2013/14 Audit
(September 2014).

(14)  Audit Scotland: Best Value reports issued during 2014/15.

On the basis of the above, the audit engagements planned for 2015/16 is set out in
Appendix 1 and shows the planned engagements in the following categories of audit

activity:

. Assurance,

. Governance,

. Contingency and,

. Planning and Reporting

It is the responsibility of management to ensure that they have good governance, risk
management and internal control arrangements over the functions they are responsible for.
It is internal audit’s role to provide an independent, objective assurance and consulting
activity. The scope of the internal audit plan encompasses, but is not limited to, the
examination and evaluation of the adequacy and effectiveness of the organisation's
governance, risk management, and internal control processes; as well as the quality of
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performance in carrying out assigned responsibilities to achieve the organisation’s stated
goals and objectives. Delivery of the internal audit plan supports the requirement for the
Chief Auditor to provide an annual opinion which is used to inform the annual governance
statement.

14 The Chief Auditor shares information and coordinates activities with other internal and
external providers of assurance and consulting services, as appropriate, to ensure proper
coverage and minimise duplication of effort. Internal audit may place reliance on the work of
other providers of assurance and the ability to do so will be considered during each audit
engagement.

1.5 The plan also includes provision for managing and developing the internal audit activity
including audit planning, reporting, periodic quality assessments and for following up on
previous recommendations and reactive investigative work. The plan includes contingency
time to allow for completion of work carried forward from 2014/15 and provides for
consultancy engagements to be undertaken where these can improve the council’s
operations, add value and improve the management of risks. Contingency time also
provides for sufficient flexibility to accommodate changing risks and priorities during the
course of the year. More detail on each of these elements is set out in sections 4 to 7 of this
plan.

2. The current business environment and key risk areas

2.1 To ensure that the audit activity supports the achievement of the council’s objectives, the
audit plan, detailed in Appendix 1, has been aligned with the themes contained in the
council plan and the community plan.

2.2 There are a number of significant risks, arising from the external and internal environment,
which could impact on the council’s ability to achieve its objectives. The most significant
risks and the risk control measures to manage these risks, have been identified through the
council’s corporate risk management process. The key corporate risks taken into account in
formulating this audit plan are detailed below:

Due to effective financial planning, the council is well placed to address the financial
challenges forecast over the shorter term, however there are significant and rising pressures
forecast from 2014/15 onwards over the course of the next spending review period.
Consequently the risk remains very high and continues to be subject to significant and
regular scrutiny. Internal audit will test the risk control measures in place over a number of
key financial systems to provide assurance over the financial management arrangements.
The 2015/16 audit plan includes:

e reviews of key financial systems, including capital accounting, payroll, council tax and

debt management;

The current strategic and transformational change agenda makes for a highly complex and
challenging environment. The Better Council change programme has been designed to
deliver significant financial savings, which, if not co-ordinated and managed effectively
across all aspects of the council's business, could result in benefits not being delivered and
impact significantly on future service delivery and the longer term effectiveness of the
organisation. Therefore, the 2015/16 audit plan includes:

e a review of the implementation of strategic council decisions, focusing on the
arrangements in place to deliver, monitor and track the expected outcomes arising from
the better council change programme;

e a review of programme management arrangements, focusing on options appraisal
processes;
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e contingency time to participate in internal project work which supports the better council
change programme, as required.

Supporting and growing businesses and creating jobs are vital to both the economic and

social well-being of Renfrewshire. Getting the right infrastructure and investment in place for

the economic development of our towns and villages is vital to promote sustainable growth

in our economy. The 2015/16 audit plan includes:

e a review of the arrangements for compliance with the conditions of external funding
agreements supporting the delivery of the Heritage Strategy;

e areview of the arrangements for roads maintenance.

The Council has a public protection role relating to child and adult protection and offending
behaviour. Effective partnership working with key agencies such as the police is critical to
ensuring risk to and from individuals is effectively managed. The audit plan for 2015/16
includes:

e areview of community payback orders.

Workforce planning and organisation development are complex activities. Restructuring
arising from the better council change programme and other governance and organisational
developments will change the shape and size of the organisations workforce. Supporting
and developing people through a period of change and innovation is a major priority. A
number of Audit Scotland best value reviews have highlighted that workforce planning is
underdeveloped in some councils. The 2015/16 audit plan, therefore includes:

e areview of workforce planning arrangements;

e areview of supporting attendance arrangements.

Governance arrangements are important and provide an essential framework for decision-

making. Elected members and officers have a role to play promoting a culture of good

governance. The council has in place a local code of corporate governance based on the

CIPFA/SOLACE framework. The internal audit function needs to deliver assurance over the

council’s key controls, risk management and corporate governance framework in order to be

in a position to provide those charged with governance with the annual assurance

statement. The audit plan for 2015/16 suitably reflects these priorities and challenges and

specifically includes:

e support for members with the provision of training on good governance, internal control
and risk management;

e an examination of a number of the council’s key financial controls;

e an annual review of the local code of corporate governance;

e an examination of compliance with elements of the local code of corporate governance.

Effective information flow, across services and with our employees, provided through well
timed communications can result in increased employee commitment, good crisis response
management, better service delivery, more engaged consultation, better policy development
and improve the organisation’s reputation. The 2015/16 audit plan includes:

e areview of internal corporate communication arrangements.
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3. Allocation of Resources

3.1

3.2

3.3

3.4

3.5

In addition to the internal audit assurance function the Chief Auditor has managerial
responsibility for risk management, insurance and counter fraud investigations which are
excluded from the calculation of available operational audit resources.

Operational and non-operational time has been calculated in accordance with CIPFA
benchmarking criteria. The calculation of operational staff time has been based on 8 full
time equivalent employees. Non-operational time includes provision for training,
performance management and service development.

Resources from any unfilled elements of posts and other available audit resource will be
used flexibly to ensure that the audit plan commitments are met, through the engagement of
temporary staff and the private sector where appropriate. Where engagements are
undertaken by the private sector these can provide an opportunity for benchmarking and
training and development. Sufficient resources are available to engage specialist
contractors where necessary to address the additional risks faced by the council as
dependency on ICT systems increases.

The total available resource is 1609 days; the operational audit time available for 2015/16
has been identified as 1238 days (77%). The remaining 371 days relates to training, service
development, administration and management.

The following paragraphs provide an overview of how audit time has been allocated to audit

categories. A summary of the operational time by audit category is detailed in table 1 below.
The analysis of non-operational audit activity is detailed in the table 2 below. The planned
operational/non-operational time for 2014/15 is given for comparative purposes.

2014/15 2015/16
Category of audit Pg:::d Opefa?iinal PB:;:d Opefa:irmal
Time Time
GOVERNANCE 107 9% 145 12%
ASSURANCE 721 58% 680 55%
CONTINGENCY "' 294 24% 306 24%
AUDIT PLANNING / REPORTING 106 9% 107 9%
TOTAL OPERATIONAL TIME 1228 100% 1238 100%
Table 1
Notes

1. This category includes time for the finalisation of the previous year’s audits, corporate exercises, investigations, significant

project consultancy activities and emerging priorities.

2014/15 2015/16
- Planned %ofNon | i g, ned || 2 ofiNon':
Activity Days oper.atlonal Days oper:atlonal
Time Time
TRAINING 108 27% 103 28%
STRATEGIC MANAGEMENT 50 13% 62 17%
TEAM ADMINISTRATION 127 32% 123 33%
DEVELOPMENT ™ 109 28% 83 22%
TOTAL NON-OPERATIONAL TIME 394 100% 371 100%
Table 2

Notes

1. This category includes time allocated to development activities to support the implementation of the upgrade to the audit

management system.
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4. Governance (12% of operational time)

41

Internal Audit must evaluate the risk exposures relating to the council’s governance
arrangements including the arrangements for the prevention and detection of fraud and
corruption. The engagements within this category form the basis for the Chief Auditor’s
annual opinion and support the annual governance statement.

The results of the risk assessment are detailed at Appendix 1, Part A in respect of the
current year, with a total of 145 days being allocated to systems audit for 2015/16.

5. Assurance (55% of operational time)

5.1

A risk based assessment has been undertaken of all auditable areas taking into account the
risk management framework and the expectation of senior management and the Audit,
Scrutiny and Petitions Board. The engagements within this category also form the basis for
the Chief Auditor’'s annual opinion and support the annual governance statement. Time is
also allocated to following up on the implementation of prior year audit recommendations.

The results of the risk assessment are detailed at Appendix 1, Part B in respect of the
current year, with a total of 680 days being allocated to systems audit for 2015/16.

6. Contingency (24% of operational time

6.1

This category includes time allocations for finalisation of the 2014/15 audit plan, undertaking
reactive investigations of theft, fraud or other malpractice and provides for post-report work
which includes attending disciplinary or appeal hearings, employment tribunals and court,
as required.

The council is also undergoing a significant period of change and although these changes
represent significant priorities and risks for the council, the arrangements may not be
sufficiently well established to be suitable for evidence based audit reviews. In recognition of
this, the 2015/16 audit plan includes provision for the on-going and anticipated involvement
in significant project consultancy activities, including the better council change programme,
development of the Renfrewshire Leisure Trust, City Deal, welfare reform, tackling poverty,
and integrated health and social care, as well as smaller scale internal control reassessment
by services.

The allocation of time for this category is an estimate based on prior experience and
available resources. However this will be monitored during the course of the year to ensure
that internal audit continue to be in a position to respond to other priority areas which
emerge during the course of the year, and, if necessary, revise the audit plan accordingly.
Appendix 1, Part C details the indicative time of 306 days allocated across the contingency
heading.

7. Audit Planning / Reporting (9% of operational time)

7.1

This category includes annual planning activity and reporting arrangements to the Audit
Panel and the Audit, Scrutiny and Petitions Board and the Boards of the other bodies we
provide internal audit services to under a service level agreement. Appendix 1, Part D
details the time of 107 days allocated to planning and reporting activities.
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8. Analysis of Plan by Service

8.1

8.2

Appendix 2 shows the amount of operational audit time allocated to individual services in
2015/16 and compares it to the planned days for 2014/15.

The planned days allocated to all services relates to work which is cross-cutting rather than
service specific as well as time which is allocated out to services as the year progresses,
such as contingency and investigations.

The high level of coverage in Finance and Resources compared to other services continues
to reflect the annual areas of reliance agreed with Audit Scotland and that the majority of the
ICT audits are focused on the ICT service.

9. Conclusion

9.1

The annual internal audit plan for 2015/16, based on the strategic risk assessment reflects
the current priorities and challenges for the council, and demonstrates that the internal audit
service continues to deliver added value while continuing to improve the service in line with
best practice.

The allocation of internal audit resources are sufficient to allow for flexibility to deal with
emerging priorities and provide adequate coverage of governance, risk management and
internal control to inform the annual assurance statement.

The plan may be subject to amendment during the course of the year due to the emergence
of issues of greater priority, or other unforeseen circumstances. We will report changes to
the Audit Panel and the Audit, Scrutiny and Petitions Board.

Chief Auditor
March 2015
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Renfrewshire
Council
Appendix 2
Analysis by Service
2014/15 2015/16
Service Planned o % of Planned % of
Days per'atlonal Days Oper_atlonal
Time Time

All Services "’ 567 46% 602 49%
Chief Executive’s Service 27 2% 25 2%
Finance & Resources 262 21% 275 22%
Childrens Services N/A N/A 60 5%
Education & Leisure Services 63 5% N/A N/A
Community Resources 67 6% 40 3%
Development & Housing 83 7% 85 7%
Social Work Services 62 5% N/A N/A
COUNCIL TOTAL 1131 92% 1087 88%
Scotland Excel 28 2% 28 2.5%
North Strathclyde Criminal 0 0
Justice Authority < 0.5% 18 1%
Clyde Muirshiel Park Authority 24 2% 3 0.5%
GCVJSPA 3 0.5% 18 1%
Renfrewshire Valuation Joint 13 1% 18 19%
Board
Health & Integrated Social 0
Care Joint Board NIA NIA 33 3%
ASSOCIATE BODIES TOTAL 71 6% 118 9%
Renfrewshire Leisure Trust 26 2% 33 3%
TRUST TOTAL 26 2% 33 3%
TOTAL 1228 100% 1238 100%

Notes

1 Planned time includes Follow up Audit, Performance, Contingency, Planning and Reporting and an element
of Cross cutting Assurance and Governance Audits and is allocated against services during the course of

the year

Page 12 of 12
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Renfrewshire
Council Item 3
To: Audit, Scrutiny and Petitions Board
On: 30 March 2015

Report by: Director of Finance and Resources

Heading:  Audit Scotland Annual Audit Plan 2014/15

1. Summary

1.1 Based on their analysis of the risks facing the Council, Audit Scotland
have submitted an audit plan which outlines their approach to the audit
of the 2014/15 financial statements in order to assess whether they
provide a true and fair view of the financial position of the council, and
also whether they have been prepared in accordance with proper
accounting practice i.e. the 2014 Code of Practice on Local Authority
Accounting in the UK.

1.2 The Plan outlines the responsibilities of Audit Scotland and the council;
their assessment of key challenges and risks and the approach and
timetable for completion of the audit.

2. Recommendation

2.1 Members are asked to note the content of the attached report.
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Implications of the Report

1.

10.

11.

Financial — An unqualified audit opinion demonstrates the council has
effective systems of internal control in place.

HR & Organisational Development - None

Community Planning — None

Legal - an audit opinion free from qualification demonstrates
compliance with the statutory accounting requirements set out in the
Local Government (Scotland) Act 1973.

Property/Assets - None

Information Technology - None

Equality & Human Rights - The Recommendations contained within
this report have been assessed in relation to their impact on equalities
and human rights. No negative impacts on equality groups or potential
for infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report. If required
following implementation, the actual impact of the recommendations
and the mitigating actions will be reviewed and monitored, and the
results of the assessment will be published on the Council’'s website.

Health & Safety - None
Procurement — None

Risk - the audit plan highlights audit issues and risks, and the approach
Audit Scotland will adopt in seeking assurance that these risks are
being managed.

Privacy Impact - None

List of Background Papers

(@)

None

Author

Alastair MacArthur Ext 7378
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Renfrewshire
Council Item 4a

To: Audit, Scrutiny and Petition

Board On: 30 March 2015

Report by: Director of Finance and Resources

Heading:  Annual Review of Compliance with the Local Code of Corporate

Governance
1. Summary
1.1 Corporate governance is the name given to the system by which Councils

direct and control their functions and relate to their communities. It is about
ensuring that councils do the right things, in the right way, for the right
people, in a timely, inclusive, open, honest and accountable manner.

1.2 This report reviews the Council’s Local Code of Corporate Governance and
provides evidence of how the Council complies with the code. The
Council’s Local Code of Corporate Governance came into effect on 1 April
2002. It was updated in 2009 in line with the CIPFA/SOLACE corporate
governance framework - “Delivering good governance in Local
Government”, and the CIPFA/SOLACE guidance note for Scottish
Authorities which was published in late 2008.

1.3 The code reflects the increased importance placed by the Council on self-
assessment and activities involving greater scrutiny of services. It also
links to the Best Value criteria where governance and accountability are
key elements against which the Council is assessed.

14 The evidence presented in Appendix 1 demonstrates that strong
governance arrangements are in place within the Council and that
Councillors and Officers are working together to lead and manage the
Council in order to provide vital public services.

2. Recommendations

2.1 The Audit, Scrutiny and Petitions Board is asked to
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¢ note the Council’s compliance with the Local Code of Corporate
Governance which is set out in Appendix 1 of this report.

e Agree that the Local Code of Corporate Governance should be
reviewed again in 2016.

3.

3.1

3.2

3.3

3.4

3.5

Background

The Council reviews its Local Code of Corporate Governance annually, and
last reviewed and approved its code and the supporting evidence of
compliance, in March 2014.

The Council’s Local Code of Corporate Governance covers the six core
principles which bring together the main elements of council business.
These are:

e Focusing on the purpose of the local authority and on outcomes for the
local community and creating and implementing a vision for the local
area.

e Members and officers working together to achieve a common purpose
with clearly defined functions and roles.

e Promoting values for the authority and demonstrating the values of
good governance through upholding high standards of conduct and
behaviour

e Taking informed and transparent decisions which are subject to
effective scrutiny and managing risk.

e Developing the capacity and capability of members and officers
to be effective

e Engaging with local people and other stakeholders to ensure robust
public accountability

Evidence of how the Council complies with the Local Code of Corporate
Governance including examples of the systems, processes and
documents in place, is detailed under each of the six core principles in
Appendix 1 of this report.

The framework will be reviewed by Internal Audit, who will decide if they are
satisfied with the adequacy and effectiveness of the code and the extent to
which the Council has complied with it, and will report their findings to the
Audit, Scrutiny and Petitions Board.

Governance and accountability is one of the Best Value characteristics as
set out by Audit Scotland. During 2014/15 a shared risk assessment was
carried out by the Local Area Network, which consists of auditors and
inspectors from all scrutiny bodies that engage with Renfrewshire Council
(e.g. Education Scotland, Care Inspectorate, Audit Scotland). The resulting
Local Scrutiny Plan for 2015/16 will be published in Spring 2015. Initial
results from the assessment show that the Council is low risk in terms of
requiring external scrutiny.
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3.6 The Best Value 2 toolkit for ‘Governance and Accountability’ published by
Audit Scotland has been used by officers from the Chief Executive’s
Service and Finance and Resources to ensure that the Council’s existing
governance arrangements meet the Best Value 2 standard. Both this, and
the above audit, confirms that the organisation has a well-developed and
fully comprehensive code of governance, which in turn demonstrates the
high standards and enhanced accountability which services strive to
ensure.

Director of Finance and Resources
March 2015

Implications of the Report

1. Financial - none
2. HR & Organisational Development - none
3. Community Planning —

Children and Young People —

Community Care, Health & Well-being -
Empowering our Communities -

Greener -

Jobs and the Economy -

Safer and Stronger -

4, Legal

5. Property/Assets

6. Information Technology
7. Equality & Human Rights

The Recommendations contained within this report have been assessed in
relation to their impact on equalities and human rights. No negative impacts
on equality groups or potential for infringement of individuals’ human rights
have been identified arising from the recommendations contained in the
report because it is for noting only. If required following implementation,
the actual impact of the recommendations and the mitigating actions will be
reviewed and monitored, and the results of the assessment will be published
on the Council’s website.

8. Health & Safety

9. Procurement
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10. Risk

11. Privacy Impact

Author
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Renfrewshire
Council Item 4b

To: Audit, Scrutiny and Petitions Board

On: 30 March 2015

Report by: Chief Auditor

Heading:  Compliance with the Code of Corporate Governance

1. Summary

1.1. Corporate Governance is the system by which local authorities direct
and control their functions and relate to their communities. The
Council's Local Code of Corporate Governance came into effect
formally on 1 April 2002.

1.2. The Director of Finance and Resources has responsibility for
reporting annually to the Audit, Scrutiny and Petitions Board on
compliance with the Code and any changes to the Code that may be
necessary to maintain it and ensure its effectiveness in practice. In
addition, the Council’s Chief Auditor has responsibility to review
independently and report to the Audit, Scrutiny and Petitions Board
annually, to provide assurance on the adequacy and effectiveness of
the Code and the extent of compliance with it.

1.3. Internal Audit has reviewed the adequacy and effectiveness of the
revised Code which is being presented to the Audit, Scrutiny and
Petitions Board on 30 March 2015. Based on our sample check of
the evidence used to demonstrate compliance, we would confirm that
the Council complies with the requirements of the Local Code of
Corporate Governance. In addition, it is evident that the Local Code
has been subject to review and updating in line with developments in
best practice and any revised Council Policies.

1.4. The Director of Finance and Resources endorses the Chief Auditor’s
recommendation that the Local Code should continue to be subject to
an annual review to ensure that it continues to reflect developments
in best practice in governance.

2. Recommendations

2.1 Members are invited to note the content of this report.
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3.2.

3.3.

Background

The Council’'s Local Code of Corporate Governance came into effect
formally on 1 April 2002.

In 2007, CIPFA (Chartered Institute of Public Finance and
Accountancy) in conjunction with SOLACE (Society of Local Authority
Chief Executives and Senior Managers) published a revised
Corporate Governance Framework — “Delivering good governance in
Local Government”. The Council’'s Local Code was updated in line
with this best practice framework.

CIPFA, in conjunction with SOLACE, recognised that authorities of
different types and geographical areas are subject to separate
legislative arrangements and in 2008, published a guidance note for
Scottish Authorities to complement their Corporate Governance
Framework. The Council’s Local Code of Corporate Governance has
been reviewed and updated in line with this guidance note and also to
reflect any updated Council policies.

Implications of the Report

1

2

Financial — None.

HR and Organisational Development - None.

Community Planning —

Children and Young People — None.

Community Care, Health and Wellbeing — None

Empowering our Communities — None.

Greener — None.

Jobs and the Economy - None

Safer and Stronger — This report provides assurance that the governance
arrangements in place show a clear commitment to following governance
best practice guidance and of promoting the involvement of customers, staff
and partners in service delivery.

Legal - None.

Property/Assets - None.

Information Technology - None.

Equality & Human Rights - The Recommendations contained within this
report have been assessed in relation to their impact on equalities and
human rights. No negative impacts on equality groups or potential for
infringement of individuals’ human rights have been identified arising from the
recommendations contained in the report. |If required following
implementation, the actual impact of the recommendations and the mitigating

actions will be reviewed and monitored, and the results of the assessment will
be published on the Council’s website.
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8. Health & Safety — None.
9. Procurement — None.
10. Risk - None

11. Privacy Impact — None.

Author:  Andrea McMahon - 01416187017
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Renfrewshire
Council ltem 5

To: Audit, Scrutiny and Petitions Board
On: 30 March 2015

Report by: Chief Auditor

Heading: Training for Audit, Scrutiny and Petitions Board Members

1. Summary

1.1 In line with national guidance produced by the Chartered Institute of
Public Finance and Accountancy (CIPFA) on the implementation of
Audit Committee Principles in Scottish Local Authorities, training on
audit and risk related matters is being provided to members of the
Audit, Scrutiny and Petitions Board.

1.2 At the Audit, Scrutiny and Petitions Board meeting on 30 September
2014, it was agreed that a programme of training briefings for members
would be provided and would continue to form part of the main agenda
at every alternate meeting.

1.3 Attached at Appendix 1 is the agreed programme of briefings, and at
Appendix 2 the outline for the briefing at the current meeting on “Annual
Accounts — use for members”.

2. Recommendations

2.1 Members are asked to note the content of the current training briefing.

1
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Implications of the Report

1. Financial - None
2. HR & Organisational Development - None
3. Community Planning —

Safer and Stronger — an effective audit committee is an important element of good
corporate governance.

4. Legal - None
5. Property/Assets - None
6. Information Technology - None
7. Equality & Human Rights
(a) The Recommendations contained within this report have been assessed in

relation to their impact on equalities and human rights. No negative impacts
on equality groups or potential for infringement of individuals’ human rights
have been identified arising from the recommendations contained in the
report. If required following implementation, the actual impact of the
recommendations and the mitigating actions will be reviewed and monitored,
and the results of the assessment will be published on the Council’s website.

8. Health & Safety — None
9. Procurement - None
10. Risk - training for elected members on audit and risk-related matters reflects audit

committee principles

11. Privacy Impact — None

Author: Andrea McMahon — 01416187017

2
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Appendix 1

Date

Topic

Cycle 2 (01/12/14)

PSIAS — Members roles and
responsibilities

Cycle 4 (30/03/15)

Final Accounts — use for Members

Cycle 6 (TBC)

Fraud Risk

Cycle 8 (TBC)

a) Regulation of the Third Sector
b) Benefits of Trusts and other
delivery models

TBC Risk Management

TBC Policy development and measuring
success

TBC Serious and Organised Crime — how to

deter

3
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Agenda Item No 6

Renfrewshire
Council

To: Audit Scrutiny and Petitions Board

On: 30 March 2015

Report by: Chief Executive

Heading:

Annual Complaints report 2013/14

1.1

1.2

1.3

1.4

1.5

Summary

Renfrewshire Council sets high standards for the services it delivers and
manages millions of transactions each year. For example, Community
Resources carries out over 10 million waste and recycling collections and the
customer services unit manages 400,000 phone calls and 40,000 face to face
enquiries from the public.

To ensure we know how well we are delivering services, we have
implemented a new complaints handling procedure during 2013/14 which
reflects Renfrewshire Council’s commitment to valuing complaints. It seeks to
resolve customer dissatisfaction as close as possible to the point of service
delivery and to conduct thorough, impartial and fair investigations of customer
complaints so that, where appropriate, we can make evidence-based
decisions on the facts of the case.

Our procedure complies with the SPSQO’s guidance on a model complaints
handling procedure and aims to help us ‘get it right first time’. We want
quicker, simpler and more streamlined complaints handling with local, early
resolution by capable, well-trained staff.

Complaints give us valuable information we can use to improve customer
satisfaction. Our complaints handling procedure will enable us to address a
customer’s dissatisfaction and may also prevent the same problems that led
to the complaint from happening again. For our employees, complaints
provide a first-hand account of the customer’s views and experience, and can
highlight problems we may otherwise miss.

Handled well, complaints can give our customers a form of redress when
things go wrong, and can also help us continuously improve our services.
Resolving complaints early saves money and creates better customer

1
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1.6

1.7

relations. Sorting them out as close to the point of service delivery as possible
means we can deal with them locally and quickly, so they are less likely to
escalate to the next stage of the procedure.

Renfrewshire Council received 5209 complaints in 2013/14. Through the new
procedure, we have been able to capture and analyse more areas of
customer dissatisfaction with our services and have used this information to
improve services. This report provides information on the complaints
Renfrewshire Council received in 2013/14 and show how we have used this
information to ensure that the services we deliver are of high quality, efficient
and responsive to people needs.

From 2013/14, Councils are required to assess their complaints handling
performance around a range of high-level performance indicators related to
the SPSO complaints handling procedure. This is designed to help
organisations measure how well they are performing against the new
procedure, to manage performance and to facilitate benchmarking between
organisations to learn from one another and to contribute towards continuous
improvement for the customer. The focus is not only on how organisations
are performing against the two-stage process but will also aim to capture
performance relating to learning derived from complaints and ultimately, how
effective an organisation is in using complaints to improve service delivery.
Appendix 1 contains a full list of indicators for Renfrewshire.

2.1

Recommendations

It is recommended that Audit, Scrutiny and Petitions Board:
¢ Notes the contents of this report

e Agrees that a quarterly report on complaints performance should be
brought to the Audit, Scrutiny and Petitions Board.

3.2

Background

The Public Services Reform (Scotland) Act 2010 gave the Scottish Public
Services Ombudsman (SPSO) the authority to lead the development of a
model complaints handling process across the public sector. New
guidance was published by SPSO in March 2012 and Councils were
asked to implement its recommendations from 1% March 2013.
Renfrewshire Council began implementation in October 2012 with full
operation of the procedure from 1% March 2013.

The purpose of the new local authority model complaints handling process
is to provide a standardised approach to dealing with customer complaints
across the local authority sector. The aim is to implement a consistent
process for customers to follow which makes it simpler to complain,
ensures staff and customer confidence in complaints handling and
encourages bodies to make best use of lessons from complaints.

2
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3.3

3.4

3.5

3.6

3.7

A key element of the policy is the requirement to monitor and log all
complaints coming into the authority and use this information to drive
service improvement.

Complaints within this new policy are defined as: ‘An expression of
dissatisfaction by one or more members of the public about the local
authority’s action or lack of action, or about the standard of service
provided by or on behalf of the local authority.’

In line with SPSO recommendations, the new policy uses a two stage
process, removing the current appeals stage. The two new definitions for
complaints are:

Stage 1: Frontline resolution

Frontline resolution aims to quickly resolve straightforward customer
complaints that require little or no investigation. Any member of staff may
deal with complaints at this stage.

The main principle is to seek early resolution, resolving complaints at the
earliest opportunity and as close to the point of service delivery as

possible. This may mean a face-to-face discussion with the customer, or
asking an appropriate member of staff to deal directly with the complaint.

The Council has 5 days to respond to these complaints.

Stage 2: Investigation

Not all complaints are suitable for frontline resolution and not all
complaints will be satisfactorily resolved at that stage. Complaints handled
at the investigation stage of the complaints handling procedure are
typically complex or require a detailed examination before the Council can
state its position. These complaints may already have been considered at
the frontline resolution stage, or they may have been identified from the
start as needing immediate investigation.

An investigation aims to establish all the facts relevant to the points made
in the complaint and to give the customer a full, objective and
proportionate response that represents our final position.

The Council has 20 days to respond to these complaints.

The new policy applies to all local authorities and all local authority
services (including arms length organisations) with the exception of social
work services. Guidance on social work complaints is due to be published
over the next year and revised guidance will be published for Social Work
staff in due course.

Appendix 1 contains a full summary of the SPSO performance indicators.

In summary:
¢ Renfrewshire Council received 5209 complaints in 2013/14
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e 96% of these complaints were handled at the frontline stage,
showing that we are being responsive to initial reports of
dissatisfaction about complaints

e 82% of complaints at frontline and 90% of investigation were
completed within target timescales

e The average time to respond to a frontline complaint was 3.43 days

e The average time to respond to an investigation level complaint
was 12.83 days

e 72% of complaints were upheld at frontline and 37% at
investigation stage.

3.8 Key areas of complaints were:

Key complaint area What we are doing to address issues

1. Complaints relating to grass The Service is working with the Customer Service

cutting, trees and other Centre and is aiming to improve communication and
grounds maintenance information provided to customers to better manage
issues during the summer expectations of service delivery.
months

2. Special uplifts Improved scrutiny of the number of requests and

allocation of work will ensure uplifts are completed
within timescale.

3. Waste bin collections A number of complaints are received relating to waste
collections, however, this relates to 0.02% of bin
collections in Renfrewshire. By analysing the
complaints received, service managers are able to
identify and pinpoint areas of service dissatisfaction
and, where possible, put measures in place to prevent

recurrence.
4. Housing repairs not There are a number of complaints relating to delays in
completed within target housing repairs, 94% of housing repairs are completed
times within target timescales. We work closely with

contractors to monitor volume and type of repairs and
adjust resource accordingly to improve performance
on this indicator, however, there will always be
occasions where the target timescale is not achieved
(for example due to the complexity of repair / weather
conditions etc). The Council will continue to look for
opportunities to improve this area of work.

5. Delays in processing New processes have been implemented to improve

housing benefit claims response times and a new capacity grid is currently

being rolled out which will identify target areas for
improvement and staff training.
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3.9 As a result of analysing these complaints, a range of improvements to

services have taken place to improve customer experience and to ensure
problems do not happen again. Noted below are a range of improvements
which have been made during 2013/14:

What the customer said

A number of complaints were made in
relation to the length of time customers
waited to receive their council tax
refunds

What we did

A new process has now been set up to
prioritise refunds that have been requested
to ensure they are issued within a
reasonable time. In addition, changes have
been made to the information given to
customers on timescales for council tax
refunds — this has been changed from 5-10
days to 21 days. This has aligned
customers’ expectations more closely to
our timescales and has resulted in reduced
complaints.

A number of complaints were made
about lack of clarity around payments
for Council Tax not being allocated to
the correct financial year when a
customer uses the automated payment
line

Improvements have been made to the
standard messages on the customer
payment line to better inform customers of
options and to make the instructions
clearer.

There were issues around clarity of
letters relating to benefit entitlements

A new letter has been created for
customers when their benefit entitlement
has been recalculated following an
overpayment to save misinterpretation and
subsequent complaints.

Page 167 of 236




There have been a number of
complaints relating to bullying in
schools.

Schools were reminded to follow the
current Tackling Bullying policy. In
addition to this, there is currently a policy
review taking place to update the policy.

There have been complaints from
members of the public regarding pupils
loitering and leaving litter at properties.

The school involved has reiterated to all
pupils that this is unacceptable. There are
now community wardens and senior
members of staff from the school have
been patrolling the area at break times.

Complaints regarding investigating fire
damaged properties

The Council has implemented a revised
process for investigating fire damaged
properties. Some of the changes
implemented were suggested by the
customer involved in the complaint and
feedback was provided to the customer
that we had made changes to the process
taking their views into account.

When staff were setting up a Direct
Debit, there was no ability to check that
the sort codes were correct. This
meant that some errors were made
resulting in customers payments not
being taken from their bank account

A Bank Sort Code On line checker was
made available to staff and put on the
system to ensure accuracy.

Customer’s appointments not being
checked correctly leading to the service
not being provided when expected

Staff were advised to check all
appointments with customers when they
originally make the appointment and if they
phone back for any other information

A complaints was received by a primary
school, from a parent, regarding travel
arrangements for schools trips

The school has reviewed its procedures in
relation to school trips.

Improving customer information when
calling regarding to grass cutting, trees
and other grounds maintenance issues
during the summer months and bin
collections

Community Resources continue to work
with the call centre to advise of specific
issues relating to grass cutting, trees,
special uplifts and waste bin collections to
try and reduce front line complaints. This
involves advising of any seasonal issues
and delays in service which may affect
customers.

If customer did not have rent account
number when making a payment they
were transferred to their
Neighbourhood Office to obtain this
information and then transferred back
to the CSU which caused complaints.

Staff have been given training on how to
search for a Rent Account number on the
payment system, enabling the customer’s
issue to be dealt with immediately.

4 Social Work Complaints

41

Social Work currently manages complaints differently from the rest of the

Council due to the legislative framework that sets out how complaints are
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4.2

4.3

5.0

5.1

5.2

5.3

processed. Social Work endeavours to acknowledge complaints within 3
working days and reply to complaints within 10 working days, or within 20
days with agreement of the client for more complex complaints. Anyone who
is still unhappy with the complaint can appeal to the Director of Social Work or
the Chief Executive if the Director has already been involved in the complaint.
Finally if they are still unhappy they may have their complaint reviewed by the
Social Work Complaints Review Committee (CRC).

Until the necessary changes to legislation are passed, the service continues
to process complaints through this 3 stage process. The Scottish Government
has conducted national consultation on potential changes and is proposing to
bring Social Work complaints into line with other Council Services. This would
involve moving to a 20 working day investigation phase and the Social Work
CRC being replaced by SPSO. The necessary changes in legislation will take
around 2 years to complete.

During 2013/14, Social Work received 70 formal complaints. The main areas
of complaint were Child Care (34%), Care at Home (17%), and Occupational
Therapy (12%). Of the 70 complaints received by the service, the main two
areas of complaint related to Standards of Service and Looked after Children.
Standards of Service represented 39% (27 complaints) and related to when
customers felt that services received and had not met their expectations.
Looked after Children 17% (12 complaints) relate to Social Work’s statutory
duty to support children in its care and is a highly emotive area. The majority
of complaints relate to dissatisfaction regarding levels of contact between
parents and accommodated children. This can be attributed to a core
difference in expectations of parents versus the professional view of an
appropriate and safe level of contact.

Customer satisfaction monitoring

The Council is eager to understand how this new procedure is working for
customers and conducted satisfaction monitoring during the year. The
aim was to find out about people’s experience of the complaints process
so that we could identify areas for improvement.

33 responses were returned to the Council and key findings were:

o 85% of customers felt it was easy to log their complaint

e 59% of customers were satisfied with the way in which staff handled
their complaint

e When a complaint took longer than expected to resolve, 81% of
customers felt they were not kept up to date

e 73% of customers felt their response was clear and easy to understand

e Overall, 50% of customers were satisfied with the process

The key area for improvement coming from this research is keeping
customers up to date when there is a delay to resolution. This will be
addressed over the coming period and improvements identified and
implemented.

7
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Implications of the Report

1.

Financial - none

HR & Organisational Development - none

Community Planning —

Children and Young People — The Chief Executive’s Service will support
services and partners to meet the targets set out in the Community Plan.

Community Care, Health & Well-being - The Chief Executive’s Service will
support services and partners to meet the targets set out in the Community
Plan.

Empowering our Communities - The Chief Executive’s Service will support
services and partners to meet the targets set out in the Community Plan.

Greener - The Chief Executive’s Service will support services and partners to
meet the targets set out in the Community Plan.

Jobs and the Economy - The Chief Executive’s Service will support services
and partners to meet the targets set out in the Community Plan.

Safer and Stronger - The Chief Executive’s Service will support services and
partners to meet the targets set out in the Community Plan.

Legal - none

Property/Assets - none.

Information Technology - none.

Equality & Human Rights - The Recommendations contained within this
report have been assessed in relation to their impact on equalities and human
rights. No negative impacts on equality groups or potential for infringement of
individuals’ human rights have been identified arising from the
recommendations contained in the report because it is for noting only. If
required following implementation, the actual impact of the recommendations
and the mitigating actions will be reviewed and monitored, and the results of
the assessment will be published on the Council’s website.
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8. Health & Safety - none

9. Procurement — none
10. Risk - none
11. Privacy Impact - none

List of Background Papers

Complaints procedure, November 2012, Council

Author
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Renfrewshire
Council Item 7
To: Audit, Scrutiny and Petitions Board
On: 30th March 2015
Report by: Lead Officer
Heading: Review of Communication Between Tenants, Elected Members

and Development and Housing Services

1. Summary

1.1  Atits meeting held on 3 June 2013, the Audit, Scrutiny & Petitions Board
agreed an annual programme of activity for the Board for 2013/14. This
included a review of the communications between tenants, elected members
and Development and Housing Services. This review was initially proposed as
part of the 2012/13 programme, but did not proceed at that time.

1.2 The appointed lead officer submitted an initial scoping report on the “Review
of Communication between Tenants, Elected Members and Housing
Services” to the Audit, Scrutiny & Petitions Board at its meeting held on 1
December 2014. The Board considered and approved the purpose and scope
of the report and agreed the proposed provisional timescale associated with
the review. In addition, the board approved that authority be delegated to the
Lead Officer, in consultation with the Convener, to alter the proposed
timescale for the review to accommodate the provision of material evidence
including that provided by witnesses.

1.3  The report intimated that the purpose of the review would be to evaluate the
factual situation between Council and tenants awaiting repairs and to
determine if there was scope for improvement and what this should be. The
Board was advised that the review would also explore opportunities to
improve communications between the Council and tenants awaiting repairs
which should reduce Elected Member involvement with tenants and officers
through the process of escalation of complaints.

Page 1 of 7

Page 179 of 236



2.1

2.2

2.3

2.4

Scope of the Review

The initial scoping report informed the Board that the review would consider
the current processes, practices and procedures as well as communication
channels with tenants. It also advised that investigation would be undertaken
into complaint escalation including where this involved elected members.

The Board was also informed that review would consider how the Council
complied with its current targets and obligations to tenants in relation to
housing repairs. It was advised that this would also include information on
meeting repair target times for emergency repairs, urgent repairs, repairs by
appointment and programmed repairs.

The review would also seek to identify areas of best practice currently in
Renfrewshire and would consider examples of best practice either in other
local authorities or other registered social landlords in Scotland.

This review was requested by an elected member as it was perceived that
there has been a high level of contact from tenants experiencing issues with
housing repairs, which have taken some time to resolve. In addition, reasons
given for the contact with elected members was that there has been a lack of
communication between the Council and the tenant on delayed or cancelled
repairs.

3.1

Recommendations

It is recommended that the Audit, Scrutiny and Petitions Board notes the
content of this report and considers and approves its findings which are as
follows:

e Since the initial proposal for the review which was first suggested in to be
part of the programme for 2012/13, Housing Services has undergone
many strategic service improvements including significant customer
focussed improvements particularly in the use of new technology.

e Following a request to all elected members to nominate individuals who
could be asked to give evidence to the Board on their experience of the
Council’s housing repair service, no tenant’s names were suggested. This
may indicate that there is no longer a perception that there is an issue with
a lack of communication between Housing Services and tenants relating to
repairs.

e The Service has been engaged in a significant planned investment
programme of £138m for upgrading its stock to meet the Scottish Housing
Quality Standards by April 2015 and as such customer satisfaction levels
will be improved due to an increase in property standards. The satisfaction
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level for repairs for Renfrewshire tenants is 6% better than the Scottish
Average. For 2013/2014 satisfaction levels with repairs was 93.5%
whereas the Scottish average was 87.6%.

There is no empirical evidence to support the view that there is currently
an issue with communications between tenants, elected members and
Housing Services in relation to housing repairs.

4

4.1

4.2

42.1

4.2.2

Current Processes for Delivering Housing Repairs

A repairs hand book has been prepared by Housing Services and forms part
of the new tenant pack. The pack is reviewed annually and provides essential
information to tenants about getting repairs done in their property. This
information is also made available through the Council’s web site (appendix1).

Reporting a repair

Housing Services provide several traditional and technologically advanced
methods for tenants to report repairs to their homes which are follows:

By telephone to 0300 300 0300 (recommended for an emergency as it has
an out of hours service) or access to a free phone repair reporting service
from Customer Service Centres in Paisley or neighbourhood offices in
Renfrew, and Johnstone.

By E-mail to the customer contact centre giving name, address contact
number and details of repair (not to be used for an emergency repair).

Through a Ren Repairs App which is suitable to use with Apple or android
phones on mobile devices or tablets. Tenants can report repairs needed to
windows, doors, heating and water and can also book appointments for
annual gas servicing. They can also attach a photograph showing the
extent of the damage to allow a quick assessment of the potential repair.
This App also allows tenants to update on the status of their repair and
add more comments or pictures until the job is complete to their
satisfaction.

There is also an instant messaging function allowing tenants a real time
discussion with a customer services advisor. The Service is currently
developing a text messaging module on Opti-time to remind customers of
their appointment in advance to reduce the level of no access to
properties.

As part of the process for reporting a repair tenants are asked to advise staff
when they will be at home and what arrangements can be made to let the
repair service into their home. If there is enough information to instruct the
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4.3

43.1

4.3.2

contractor an order will be raised for the repair straight away. A visit prior to
pre inspect the repair will also be arranged if necessary, for example where it
is a more complex repair issue. An appointments system is offered to tenants
where a date and time will be offered along with a morning, afternoon or
school run slot for the visit/repair. At every call customer contact information is
checked and amended if necessary to ensure an accurate line of
communication is established with the customer.

Carrying Out of Repairs

The in house contractor, Building Services operate using an IT system known
as Opti-time which provides a diary system for scheduling resources and work
instructions. It also allows staff to mark off repairs as completed and amend
repairs and works orders as necessary electronically giving live information in
case of an enquiry.

Repairs are split into four groups and the response time for each one is
different.

e Emergency repairs- where there is a serious threat to health and safety or
where quick action is required to prevent damage to the tenant or
neighbouring properties. Such repairs are attended to and made safe
within one day of being reported.

e Urgent repairs- repairs which have to be carried out quickly to prevent
further damage such as minor leaks. They are carried out within 5 working
days from the initial report.

e Appointable repairs- every day repairs which are required as a result of
normal wear and tear to a property. They are carried out within 15 days of
being reported. Some 82% of repairs are made by appointment across all
repair categories.

e Programmed repairs which are general maintenance repairs such as
renewing items, working at height, seasonal works and/or common repairs
involving owners. This work is generally completed in30 — 90 days
depending on the type of work.
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4.4

44.1

4.5

45.1

45.2

4.6

4.6.1

Legislative Right to Repair

The Housing (Scotland) Act 2001 gives tenants the right to have small urgent
repairs carried out within a given timescale. The scheme covers certain
repairs up to the value of £350 and if the Council fail to carry out the repair the
tenant may have be entitled to compensation.

Complaints and Customer Satisfaction

The procedure for making a complaint in relation to housing repairs is
documented in the housing repairs policy and Tenant’s Repairs Handbook.
Housing Services reported 78% satisfaction with the repairs service based on
an independent tenant satisfaction survey carried out in April and May 2013.
The Scottish average for all social landlords including Councils and Housing
Associations is 87.6%. The Council also carries out customer satisfaction
surveys by telephone shortly after a repair takes place. These surveys
indicate a satisfaction level of 93.5% based on surveys of 3,700 tenants for
2013/2014.

In addition the average time taken to complete non-emergency repairs was
8.5 days against a target of 15 days. This is the most common type of repair
requested with 42,670 requests made in 2013/14.

Complaints performance is recorded and published. For 2013/2014 94.86% of
1% stage complaints were responded to in full within timescale 94.92 2" stage
complaints were responded to in full within timescale. Of the 1 stage
complaints 30.94% were upheld and 3.39% of 2 stage complaints were
upheld.

Compliance with Current Targets for Housing Repairs for 2013/14.

There were 3,086 repairs were cancelled during 2013/14 (approx 4.2% of all
repairs raised). The main reasons for cancellation were as follows:

e New job ticket required (usually where work is more complex than
reported and additional follow on works are required);

e No work required (e.g. duplicate job raised, works already complete on
other job ticket);

¢ No owner agreement (for common repairs where owners do not wish to
participate, hence works cannot proceed);

e Tenant refusal / no access.
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4.6.2 Performance levels for completing repairs are demonstrated in the table

4.7

4.7.1

4.7.2

4.7.3

4.7.4

below;

Total of 68,901 repairs completed as follows:

Repair Volume | Target Timescale %age complete
Category for Completion within target
timescale

Emergency 11,494 24 hours 96%
Right to Repair | 11,558 24 — 48 hours 93%
Urgent 1,078 5 days 95%
Routine 42,670 15 days 93%
Planned 2,101 30 — 90 days 97%
Total 68,901 94%

Performance Reporting

In August 2014, the Scottish Housing Regulator (SHR) published a report on
the Councils performance as a landlord. This report concentrated on what the
Regulator, through consultation with tenants across the country, thought
would be of most interest to tenants. It included 18 indicators covering topics
such as satisfaction with the service the Council provides and how well it
performs in terms of repairs.

Following on from the landlords’ report the Council produced a report on its
performance during 2013/14. The Housing Charter Tenant Report 2014
outlines Renfrewshire Council’s performance and compares it with the
Scottish Average produced by SHR (which is the average of all local
authorities with housing stock and other registered social landlords in
Scotland). This report has been issued to all tenants.

During 2013, the Scottish Government commissioned the Chartered Institute
of Housing, Scotland to develop and deliver a scrutiny, training and learning
programme for tenants aimed at developing effective scrutiny arrangements.

Renfrewshire Council was selected as one of only 4 organisations within
Scotland to participate in this new Scottish Government funded pilot scrutiny
training programme ‘Stepping Up to Scrutiny’.
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Renfrewshire Council’s Tenants Scrutiny Panel (TSP) was set-up to help
provide another vehicle for tenant involvement and to provide a mechanism
for tenants to examine and evaluate our performance in specific service
areas.

Implications of this report

1. Financial Implications - None.

2. HR and Organisational Development Implications - None.

3. Community Plan/Council Plan Implications — none

4, Legal Implications - None.

5. Property/Assets Implications - None.

6. Information Technology Implications - None.

7. Equality and Human Rights Implications - The recommendations
contained within this report have been assessed in relation to their impact
on equalities and human rights. No negative impacts on equality groups or
potential for infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report because for
example it is for approving scope of the review only. If required following
implementation, the actual impact of the recommendations and the
mitigating actions will be reviewed and monitored, and the results of the
assessment will be published on the Council’s website.

8. Health and Safety Implications - None.

9. Procurement Implications - None.

10. Risk Implications - None.

11. Privacy Impact - None.

Author: Karen Anderson, Amenity Services Manager-Waste

Tel: 0141 618 7627

e-mail: karen.anderson@renfrewshire.gov.uk
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Ren Repairs

If you have a smartphone or tablet, Ren Repairs is a new app you
can download which lets you report any housing repairs.

Available for Apple or Android, it lets you do a number of different
things:

« report repairs needed to windows, doors, heating and water
systems;

« attach a photograph showing the extent of the damage;

+ book appointments for annual gas servicing and more.

To download the app, go to the Apple or Android app store and
search for ‘Renfrewshire Council'.

Ren Repairs should only be used for routine repairs. Emergency
repairs should be reported on 0300 300 0300.

This document can be made available
in braille, large print or audio.

A summary is also available in these languages on request:

AR —E M B - AR s RS

JeZeli chcieliby Panstwo uzyskac” informacje w innym jezyku lub
w innym formacie, prosimy dac’ nam znac’.

_é%’;c_,(? (}L VI I f/@ wg;r/f; s ;Ly”"/.,’,‘(/l

A fea Areardl gaé fan da g feg wi fan d9 gy few grdldl, =i fea nd Har 86

@ 0300 300 0222
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Renfrewshire
Council Item 8
To: Audit, Scrutiny & Petitions Board

On:

30" March 2015

Report by: Lead Officer

Heading:  Upkeep of Common Areas within Council Housing Stock including

Garden Areas

2.1

Summary

At its meeting on 2 June, 2014 the Audit, Scrutiny & Petitions Board agreed
an annual programme of activity for the Board for 2014/2015. This included
a review, continued from the previous annual programme, which would
consider potential options for ensuring that internal and external areas of
Council housing stock are maintained to an appropriate standard throughout
Renfrewshire and that tenants should be made aware that action will be
taken if this is not the case.

Recommendations
The Audit, Scrutiny & Petitions Board is asked to:-

¢ Note the terms of the Scottish Secure Tenancy Agreement, the Good
Neighbour Agreement and the New Tenants Pack.

e Note the evidence presented by representatives of Tenants
Associations

e Note the evidence presented by Lesley Ferrie, Williamsburgh Housing
Association.
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4.1.

3.2
3.3

3.4

3.5

3.6

3.7

3.8

Background

Tenants of Renfrewshire Council occupy their homes by virtue of a Scottish
Secure Tenancy Agreement.

The Tenancy Agreement contains obligations on both landlord and tenant.

98% of Council tenants have signed the Scottish Secure Tenancy Agreement
as a result of the Housing (Scotland) Act 2001.

It is the responsibility of tenants who use shared parts to keep them clean and
tidy and, in addition, if a Council property is leased with a garden the tenant
must take reasonable care to keep it from becoming overgrown or untidy.

The Board has already heard evidence from Council Officers that the
Council’'s Department of Development and Housing Services provide
assistance to tenants through their common maintenance programme (CMP)
and their garden assistance scheme.

Ferguslie Park Housing Association, Paisley South Housing Association,
Williamsburgh Housing Association and Linstone Housing Association have
again been written to requesting information and asking whether a
representative would be willing to attend this Board meeting. Written
answers have already been received from Ferguslie Park Housing Association
and previously reported to Board. Williamsburgh Housing Association have
confirmed that a representative will be in attendance.

The eighteen Tenants and Residents Association recognised by the
Department of Housing and Development Services have been written to and a
number have agreed to send representatives to the meeting.

At the last meeting of the Board on 16" February 2015, the Board requested
that evidence be obtained from the Department of Community Resources in
relation to certain matters. A representative from Community Resources will
attend the meeting.

Implications of the Report

1.

Financial — none.
HR & Organisational Development — none.
Community Planning — none.

Legal — the rights of tenants under the Scottish Secure Tenancy Agreement.

1
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10.
11.

12.

Author

Property/Assets — none.

Information Technology — none.

Equality & Human Rights — none.

The Recommendations contained within this report have been assessed in
relation to their impact on equalities and human rights. No negative impacts
on equality groups or potential for infringement of individuals’ human rights
have been identified arising from the recommendations contained in the
report. If required following implementation, the actual impact of the

recommendations and the mitigating actions will be reviewed and monitored,
and the results of the assessment will be published on the Council’'s website.

Health & Safety — none.
Procurement — none.

Risk — none.

Privacy Impact — none.
List of background Papers

Scottish Secure Tenancy Agreement
Good Neighbour Agreement

Dorothy Briggs
Senior Solicitor — Litigation

Tel. No. 0141 618 7174

Email: dorothy.briggs@renfrewshire.gcsx.gov.uk
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Renfrewshire
Council

ltem 9

To: Audit, Scrutiny and Petitions Board

On: 30" March, 2015

Report by: Director of Finance & Resources

Heading: Petition: Bus Stop, Renfrew Road

1. Summary

1.1 A petition, comprising around 75 signatures, has been received from
Ms Mary Quigley in the undernoted terms
“To move the bus stop from outside of Trident House in the Renfrew
Road, because of danger to passengers alighting from buses at this
stop, and then having to either cross at the entrance to the M8
Motorway in order to access the Abbotsinch Estate, or either crossing
the exit from the M8 Motorway to access the bottom end of Gallowhill.
Residents of Gallowhill want the bus stop put back to where it was
previously sited, before a serious injury or fatal accident occurs.”

1.2 The Head of Amenity Services has advised that the bus stop was

moved to make way for the access road for the new retail development
on Renfrew Road so it cannot go back to its original position. This bus
stop was one of a pair, one on either side of the pedestrian crossing, so
there is still a bus stop where passengers can get off close to a
controlled crossing point. He advises that in terms of the road layout
this is a very difficult area to find a suitable location for a bus stop.
There are two roundabouts and an on-slip and an off-slip for the M8.
There is no other place to put it except at Trident House, where it has
been operating safely for the last 10 months.

He further advises that a pedestrian survey has been undertaken to
determine the routes people use near the stop including the roundabout
to the retail park and the slip roads to the M8 motorway. These results
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1.3

1.4

are still being analysed but he is aware of the issues and is trying to
establish what pedestrian facilities are required. SPT's guidelines say
there should be at least 450m the between stops so this one is actually
unnecessary and one option might be to remove it entirely.

The petition is valid in terms of the Council’s procedures for dealing
with petitions and the principal petitioner, together with one supporter,
has been invited to attend the meeting and they will be asked to make
a statement, lasting no more than 10 minutes, in support of the petition.

The role of the Board is to consider the petition, hear and ask questions
of the petitioner and take the appropriate action in respect of the
petition which will be one of the following: (a) that no action is taken, in
which case the reasons will be specified and intimated to the petitioner;
(b) that the petition be referred to the relevant director/and or policy
board for further investigation, with or without any specific
recommendation; or (c) refer the petition to another organisation if the
petition relates to that organisation.

2.1

Recommendations

That the Board hear from the petitioner

Implications of the Report

NogokrwnhE

10.
11.

Financial — none.

HR & Organisational Development — none.

Community Planning — none.

Legal — none

Property/Assets — none

Information Technology — none.

Equality & Human Rights - The Recommendations contained within
this report have been assessed in relation to their impact on equalities
and human rights. No negative impacts on equality groups or potential
for infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report. If required
following implementation, the actual impact of the recommendations
and the mitigating actions will be reviewed and monitored, and the
results of the assessment will be published on the Council’'s website.
Health & Safety — none.

Procurement — none.

Risk — none.

Privacy Impact — none.
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List of Background Papers - (a) petition form; (b) e-mail from Community
Resources dated 24 February, 2015

Author: Lilian Belshaw, Democratic Services Manager
(tel: 0141 618 7112/email: lilian.belshaw@renfrewshire.gcsx.gov.uk)
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