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1. Purpose of Report 
 

1.1 
 

To update Joint Committee on communications in respect of the City of Lincoln 
Council/North Kesteven District Council Revenues and Benefits shared service. 
 
 

2. Executive Summary 
 

2.1 This report updates on key items of communications within the shared service;   

 Digital Inclusion; 

 Educational Courses project with Lincoln College 

 North Hykeham Infolinks. 
 

3. Background 
 

3.1 
 

This is a report about communications in the shared service, which is a standing 
agenda item at this committee. 
 

3.2 Key items of communication to report on at this meeting, are: 
 

  Digital Inclusion: 
 

Our shared service is committed to increasing free digital provision and training 
throughout City of Lincoln and North Kesteven.  The lead officer for improving 
Digital Inclusion services has been extremely proactive, speaking to Parish Clerks, 
Local Access Points and Infolinks in North Kesteven.   
 
Throughout the District there has been several pieces of work undertaken in 
recent months to promote the availability of Digital Champions – this has included 
presence at doctor’s surgeries, communication via village magazines, calendar of 
events and facebook.   A number of the areas are also looking at upgrading their 
broadband packages to improve connection in their areas.  
 
Volunteer and work experience ‘Digital Champions’ are a key part of ensuring that 
not only are free IT facilities available but also that personal support is available 
where customers need this.  This also has a dual positive outcome in that the 
person delivering the digital support is also increasing their own skills and 
employment opportunities.   
 

 North Hykeham Info-Links 



 

North Hykeham Leisure Centre re-opened on 1st July, following extensive 
refurbishment.  Link to press article here:  http://thelincolnite.co.uk/2016/07/north-
kesteven-sports-centre-rebranded-following-3-6m-makeover/.  As part of the 
newly-opened centre, our Benefits Service has relocated into the building as part 
of ‘Infolinks’ and deliver a provision for customer there 4 days a week (Monday, 
Tuesday, Thursday and Friday).  Our Benefits Service currently operates two 
service desks at Infolinks and a private interview room is available as and when 
required.   

There is an impact on benefits performance levels of providing cover at the 
Infolinks office, as one Benefits Officer from Lincoln and one from Sleaford are 
required to cover the Benefits enquiry desk at NHIL each day it is open, with the 
vast majority of customers who attend being from the North Kesteven district.   

Given the current decline in performance levels (further details are provided in the 
Performance Update elsewhere on this agenda) on City of Lincoln benefits 
processing, a decision has been made to trial a reduction of staffing to 1 per day, 
with this being a Sleaford member of staff.  This is effective from 31st October 
2016 for 3 months. 

 Educational Courses project with Lincoln College 
 

Members will recall that a project is underway utilising funding from Lincolnshire 
County Council’s Health and Wellbeing Fund, to provide 600 learners with access 
to free educational courses through Lincoln College over a four year period.  The 
project started in September 2015, being led by the Head of Shared Revenues 
and Benefits.  Although the funding bid (for £98,000) was through City of Lincoln 
Council, access to the courses is not ‘postcode dependant’, so North Kesteven 
residents could also benefit from this project. 
 
To qualify for course funding, an applicant must meet three of the following five 
criteria: 

 Income between £12,000 and £22,000 per annum; 
 Unemployed, looking for work and available to start work; 
 Looking for progression; 
 Cannot obtain funding for the course elsewhere; 
 Any Special Circumstances (needs to be supported by a written statement). 

 
Up to the end of Quarter 2 2016/17, 202 enrolments to courses had been 
undertaken at a total spend of £38,838.   
 

Outcomes from those who have completed their course so far, are: 

 Learners who have increased wage:  8 

 Learners who were unemployed and have moved into employment:  40  

 Achievement Rate:  95% 

 Withdrawn:  8. 

 Progression into higher education: 6 

 Continuing learning: 55 
 

It is expected the success measures will improve further over Quarter 3 2016/17, 
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as a number of learners had only recently finished their courses are were due to 
enter the ‘tracking period’ to determine what impact the course had on their 
employment.  Also, a specific project in which Jobcentre Plus are also involved, 
where an initial 13 learners took part, should also realise successes in Quarter 3. 
 
Individual case studies are being collated, with a link to one such press release 
here:  https://www.lincoln.gov.uk/your-council/news-and-media/latest-news/free-
course-helps-lincoln-jobseekers-find-work/ .  Lincoln City Radio also picked up on 
this press release, and the Head of Shared Revenues and Benefits and the project 
lead from Lincoln College took part in an interview for radio on 22nd June.   
 

 Implementation of the use of Citizens Access Benefits 
 

Implementation of the enhanced self-serve Benefit application form (known as 
‘Citizens Access Benefits (CA-Bens)’ took place on Wednesday 26 October 2016.  
CA-Bens allows Housing Benefit and Council Tax Support customers to make a 
claim or report of a change of circumstances using on an online portal, which is 
linked to the back-office system.  Staff within the North Kesteven Benefits team 
have been trained on CA-Bens and feedback for ease of use is very positive.  The 
customer experience is also improved as staff are asking for evidence in support 
of the claim at the beginning of the new claim process – for example, the customer 
can make a claim using CA-Bens in the morning, and will receive a call back from 
a member of the benefits team that same afternoon advising of the information 
needed to process the claim.  North Kesteven’s communications team will be 
contacted during w/c 21st November to ensure promotion of this new facility. 
 

4. Strategic Priorities 
 

4.1 Growing the local economy:  The Educational Courses project with Lincoln College 
increases employment opportunities for residents.  
 

4.2 Protecting the poorest people in Lincoln and North Kesteven:  The Benefits 
Service has a key role in reducing poverty and disadvantage; by ensuring 
residents receive the benefits they are entitled to and providing money/debt 
advice.  Digital Inclusion, Channel Shift, Financial Inclusion and Partnership 
Working are key priorities for the shared service. 
 

5. Organisational Impacts 
 

5.1 Finance:  There are no direct financial implications arising from this report.  
 

5.2 Legal Implications including Procurement Rules:  There are no direct Legal or 
Procurement implications arising from this report. 
 

5.3 Equality, Diversity & Human Rights:  There are no direct Equality, Diversity or 
Human Rights implications arising from this report. 
 

6. Risk Implications 
 

6.1 A Risk Register is in place for the Revenues and Benefits shared service. 
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7. Recommendation  
 

7.1 
 

Members note this report. 

 
Is this a key decision? 
 

Yes/No 
 

Do the exempt information 
categories apply? 
 

Yes/No 
 

Does Rule 15 of the Scrutiny 
Procedure Rules (call-in and 
urgency) apply? 
 

Yes/No 
 

How many appendices does 
the report contain? 
 

None 

 


