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Overview  
 

Services delivered by this Area 
 

The functional services within the area cover: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The Revenues and Benefits Shared Service delivers Revenues and Benefits 
functions for City of Lincoln Council and North Kesteven District Council.  
This includes;   
 
- Collection of Council Tax; 
 
- Collection of Business Rates (also collecting for West Lindsey District Council); 
 
- Processing of Housing Benefit / Council Tax Support claims; 
 
- Processing of Discretionary Housing Payment applications; 
 
- Collection of City of Lincoln Business Improvement District levy; 
 
- Welfare/Benefits/Money advice; 
 
- Recovery of Housing Benefit overpayments; 
 
- Recovery of other incomes (currently only for City of Lincoln – former tenant 
arrears, sundry debtors); 
 
- Benefit appeals; 
 
- Proactive response to welfare reform agenda; 
 
- Proactive response to anti-poverty agenda; 
 
- Digital support to residents of Lincoln and North Kesteven; 
 
- Key links into and delivery of corporate fraud projects. 
 
 

The shared service has a combined live Housing Benefit/Council Tax 
Support caseload of almost 20,000, and bills more than 90,000 domestic and 

9,000 commercial properties. 
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Section One:               Key achievements in 2016/17 
 

A. Key activities delivered include: 
 

Key activities Completed by Summary of outcome achieved 

Performance Shared service 
 

High levels of performance standards 
inmost areas, despite ongoing 
economic challenges and impacts on 
household incomes following welfare 
reforms.   
 
Key highlights: 

 Council Tax and Business 
Rates in-year collections 
continue to be positive (as at 
end Quarter 2 2016/17), also 
prior year arrears reducing; 

 Reductions in outstanding 
Housing Benefit/ Council Tax 
Support outstanding items; 

 Positive customer satisfaction 
levels for Benefits Service 

 Collection of BID levy over 
98.31% in-year (year ended 
30th June 2016) 

 

Localised Business 
Rates 
 
Tax bases 
 

Shared service Continuing work with Finance 
colleagues, preparation for and 
implementation of mechanisms for 
monitoring effects of localisation of 
Business Rates, as well tax base 
analysis for both Business Rates and 
Council Tax. 
 
6-month project in partnership with 
Lincolnshire Counter Fraud 
Partnership to proactive identify areas 
of potential Business Rates 
‘avoidance’ and optimisation of 
Business Rates taxbase. 
 
Responses to various DCLG 
consultations in respect of both 
Business Rates and Council Tax. 
 
Preparation for 2017 Business Rates 
Revaluation exercise. 
 

Welfare Reform 
Strategy 

Shared service Ongoing monitoring and management 
of Welfare Reform Strategy approved 



 

Key activities Completed by Summary of outcome achieved 

 in April 2015. 
 
Provision of modelled options of Local 
Council Tax Support 2017/18 
schemes, with consultation and 
scrutiny, with approval to take place 
prior to 31st January 2017. 
  
Preparation for reduced Benefit Cap 
being introduced from 
October/November 2016, involving 
proactive contact with individual 
potentially-affected customers. 
 
Expanded digital provision, (related to 
Universal Credit but also wider than 
this), including support for customers 
through Digital Champions and work 
experience. 
 
Innovative three-way local authority 
partnership (City of Lincoln, North 
Kesteven, West Lindsey) model with 
Department for Work and Pensions 
(DWP) in respect of Universal Support 
Delivered Locally (USDL). 
 
Personal Budgeting Support and 
advice on impacts of welfare reforms 
through shared service’s Welfare 
Team, including expansion of this 
provision into West Lindsey through 
Universal Support Delivered Locally 
model. 
 
Key role in developing model for 
proposed ‘Pay to Stay’ regime for 
local authority tenants. 

 

Discretionary Housing 
Payments (DHPs) 
 

Shared service Review of DHP and procedures to 
take account of 2016/17 government 
grants and anticipated priorities and 
impacts.  
 
Proactive utilisation of DHP grants to 
support those most in need of help 
with their housing costs. 
 



 

Key activities Completed by Summary of outcome achieved 

Partnership working Head of Shared 
Revenues and 
Benefits 

5-year agreement signed to 
administer West Lindsey District 
Council’s Business Rates, to 31st 
March 2021. 
 
Trial of Citizens Advice co-located 
service in NKDC Offices, Sleaford, - 
to provide more holistic services for 
customers. 
 
Enhanced working with Jobcentre 
Plus to provide more effective advice, 
support and referral services for 
customers. 
 
Increased joined-up working between 
System Support Teams in the shared 
service and West Lindsey District 
Council. 
 
Co-ordinated ‘Tell Us Once’ project 
between Lincolnshire districts 
promoting the need for customers to 
notify circumstances affecting their 
Benefit claims promptly to reduce 
overpayments and incorrectly-paid 
Benefit.  ‘FERIS’ (Fraud and Error 
Reduction Incentive Scheme) funded 
resources to proactively administer 
changes to Benefit claims. 
 

Channel Shift 
 

Shared service Initial phases of implementing 
outsourced correspondence provided 
– reduction in officer time spent 
writing/checking correspondence/ 
reduce printing costs/increased use of 
e-initiatives. 
 
Introduction of a number of customer 
self-serve e-forms in Revenues Team. 
 
Implementation of upgraded 
Northgate E-Benefits product 
(‘Citizens Access – Benefits’) with 
increased functionality, for New 
Claims and Changes of 
Circumstance. 
 
Reduction in the number of cheques 



 

Key activities Completed by Summary of outcome achieved 

raised and issued for Council Tax 
refunds. 
 
Review and updating of content prior 
to launch of new Council websites. 
 

Anti Poverty work Shared service Key involvement in Lincoln Against 
Poverty Steering Group, particularly 
around financial inclusion work and 
digital inclusion initiatives. 
 
Proactive utilisation of 2016/17 DHP 
grants for both City of Lincoln and 
North Kesteven. 
  

Annual Report Head of Shared 
Revenues and 
Benefits 

Production of third Annual Report for 
shared service, for communication 
with internal and external 
stakeholders. 
 

 
B. Savings initiatives completed or started include: 
 

Key savings initiative Completed by - 
service area? 

Summary of outcome achieved 

Shared Service 
collaboration – savings 
mainly from staffing 
restructure. 
 

Shared service Proposals to further reduce the cost of 
the shared service from 2017/18 are 
under consideration. 
 

 

 
C. All other key achievements 
 

Include in this section any other achievements – for example, independent reviews, 
awards, nominations etc. 

Audit Lincolnshire assurances: 
 Shared Revenues and Benefits Support Services  – Substantial  Assurance – 

report dated July 2016 

 Housing Benefits and Council Tax Support – Substantial Assurance – Report 
May 2016 

 



 

Section Two:  Key activities in the group’s forward plans for 2017/18  
 
 

Agreed delivery projects   
 

Key activity Outcome/savings sought Owner Timescale 

Business growth Increase in Business Rates 
taxbase – to work with 
Finance, Planning and 
Economic Development 
colleagues to improve 
business growth in both City 
of Lincoln and North Kesteven 
 
Proactive preparation for full 
Business Rates retention 
scheme by 2020 (perhaps 
earlier, re Devolution agenda) 
 
 
Working with 
Finance/Revenues internally 
and across Lincolnshire to 
continue to improve ability to 
forecast business 
rates/understand 
appeals/make more informed 
decisions 

 

Head of 
Shared 
Revenues 
and 
Benefits 
 
 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 
Head of 
Shared 
Revenues 
and 
Benefits 

Throughout 
2017/18 
 
 
 
 
 
 
Throughout 
2017/18 
 
 
 
 
Throughout 
2017/18 

Continue implementation 
of a strategy for the 
Council’s response to 
Welfare Reform 

Provide a clear and proactive 
response to the challenges 
presented to the service in 
relation to the national and 
local welfare reform agendas. 
 
Continue rollout of increased 
and enhanced digital inclusion 
facilities, with support from 
Digital Champions and work 
experience, throughout City of 
Lincoln North Kesteven. 
 
Continue work with co-located 
Jobcentre Plus’ to improve 
customer experience and 
maximise opportunities for 
joint-working where possible 
and appropriate. 
 
Agreement, implementation 
and management of Delivery 
Partnership Agreement for 

Head of 
Shared 
Revenues 
and 
Benefits 

Throughout 
2017/18 
 
 
 
 
2017/18 
 
 
 
 
 
 
2017/18 
 
 
 
 
 
 
Agreement 
prior to 1st 
April 2017, 



 

Key activity Outcome/savings sought Owner Timescale 

Universal Support Delivered 
Locally (USDL) 
 
 
 

implementati
on and 
management 
of 
throughout 
2017/18 
 

Identification of areas 
which could meet local 
Devolution agenda – for 
example, welfare-to-work 
opportunities 
 

To provide responses to 
devolved agenda to improve 
outcomes for citizens of 
Lincoln and North Kesteven 
 

 Throughout 
2017/18 
 

Anti-poverty 
 

To ensure the service helps to 
reduce poverty in the districts, 
working with other service 
areas to provide proactive 
responses to poverty-related 
issues 
 

Head of 
Shared 
Revenues 
and 
Benefits 

Throughout 
2017/18 

Channel Shift: 
  

Further phases of outsourcing 
correspondence solution to be 
delivered 
 
 
 
Identification of further e-form 
self-serve solutions in 
Revenues and Benefits 
 

Head of 
Shared 
Revenues 
and 
Benefits 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 

Prior to, and 
Quarter 1 
and Quarter 
2 2017/18 
 
 
Prior to, and 
throughout 
2017/18 
 

Fraud and Error reduction Bid for and obtain FERIS 
(Fraud and Error Reduction 
Incentive Scheme) funding in 
advance of 2017/18, to 
implement procedures to 
further reduce fraud and error 
in the Benefit system 
 

Head of 
Shared 
Revenues 
and 
Benefits 

Prior to 
2017/18 for 
funding bid, 
Implementati
on 
throughout 
2017/18 

Delivery of Revenues and 
Benefits Shared Service 
between City of Lincoln 
Council and North 
Kesteven District Council 

Ongoing shared service, 
further development of 
operations of the service. 
 
The 2017/18 budget for the 
Revenues and Benefits 
shared service will continue to 
deliver savings for the partner 
local authorities. 
 

Head of 
Shared 
Revenues 
and 
Benefits 

Ongoing 

Seek opportunities to Maximise opportunities to Head of 2017/18 



 

Key activity Outcome/savings sought Owner Timescale 

deliver other work areas 
 

enhance wider service 
delivery and grow as a shared 
service 
 

Shared 
Revenues 
and 
Benefits 
 

Performance 
maintenance/improvement 
– particularly around 
Council Tax and Business 
Rates in-year collection, 
and Benefits processing 
times/ outstanding 
workload and accuracy 
 
Failure to utilise 
Discretionary Housing 
Payment grants in the 
most appropriate and 
effective manner. 
 

Maintenance and/or 
improvement of current in-
year collection levels. 
 
 
 
 
 
 
Maximisation of Council Tax 
and Business Rates taxbases. 
 
 
 
 
Improvement in Benefits claim 
processing times and first-
time accurate assessments. 
 
 
 
 
Proactive production of and 
delivery of plan for improving 
in-period collection of and 
reduction in the level of 
outstanding Housing Benefit 
overpayments. 
 
Monthly monitoring of DHP 
spend and issues through 
internal DHP working group 
 

Head of 
Shared 
Revenues 
and 
Benefits 
 
 
 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 

2017/18 
 
 
 
 
 
 
 
 
2017/18 
 
 
 
 
 
2017/18 
 
 
 
 
 
 
Prior to and 
throughout 
2017/18 
 
 
 
 
2017/18 

Optimising Housing 
Benefit subsidy 
 

To achieve 100% subsidy on 
local authority error 
overpayments, and 
optimisation of subsidy in 
other areas such as exempt 
accommodation. 
 
Analyse impacts on subsidy 
claim from rollout of Universal 
Credit. 
 

Head of 
Shared 
Revenues 
and 
Benefits 
 
 
Head of 
Shared 
Revenues 
and 

2017/18 
 
 
 
 
 
 
2017/18 



 

Key activity Outcome/savings sought Owner Timescale 

Benefits 
 

Secure new Revenues 
and Benefits ICT contract 
from 1st January 2018 
 

Seek best possible ICT 
solution going forward, with 
regard to system performance 
and potential financial savings 

Head of 
Shared 
Revenues 
and 
Benefits 
 

Quarter 1 
2017/18 

Reacting to funding 
challenges 2017/18 and in 
preparation for 2018/19 – 
e.g. in respect of Housing 
Benefit Administration 
Subsidy, Department for 
Communities and Local 
Government Council Tax 
Support grant, New 
Burdens grant/s, Universal 
Credit Delivery 
Partnership agreement. 
 
Implementation of areas 
identified through review 
of shared service to 
deliver savings target as 
identified through Medium 
Term Financial Strategies. 
 

To ensure that the budget is 
managed throughout 2017/18 
and responses made 
accordingly, as well as 
preparation of a budget for 
2018/19. 
 
 
 
 
 
 
 
Ensure service budget as well 
as staffing structure is fit for 
purpose and proactive to 
changes in the national and 
local agenda. 
 

Head of 
Shared 
Revenues 
and 
Benefits 
 
 
 
 
 
 
 
 
Head of 
Shared 
Revenues 
and 
Benefits 
 

In advance 
of and 
throughout 
2017/18 
 
 
 
 
 
 
 
 
 
Effective 
from 1st April 
2017 

Lean Review of Council 
Tax administration 
processes 
 

Most effective use of 
resources and improvements 
in service to customers 

Head of 
Shared 
Revenues 
and 
Benefits 
 

Prior to 
2017/18, 
monitored 
and 
managed 
throughout 
2017/18 
 

 

 
Section Three:  Other Service Planning considerations in 2017/18 
 
G.  Key risks for the area  
 

Risks from Service Managers and 
those allocated from CMT 
strategic risk register 

Action we will take to 
mitigate the risk 

Who and by When? 

Responding to Welfare Reform Delivery of Shared Service’s 
Welfare Reform Strategy.  
Ensuring changes are 
implemented via effective 
project management 

Head of Shared 
Revenues and Benefits 
– 2017/18 



 

Risks from Service Managers and 
those allocated from CMT 
strategic risk register 

Action we will take to 
mitigate the risk 

Who and by When? 

including effective direct 
communication with 
customers affected. 
 

Failure to maintain Council Tax  and 
Business Rates Collection Levels 
on behalf of the Shared Service. 
 
 

Controls in place:  

 Performance is 
monitored and managed 
on a regular basis 

 Regular reporting into 
Revenues and Benefits 
Management Team, 
Revenue and Benefits 
Operational Board, Joint 
Committee 

 Effective management of 
daily workflow 

 Northgate autorecovery 
module implemented 

 
Further action required: 

 Continuing challenge of 
lean processes and 
procedures 

 Continued embedment 
of online procedure 
manual 
 

Head of Shared 
Revenues and Benefits 
– 2017/18 

Failure to provide timely and 
accurate assessment of Housing 
Benefit, Council Tax Support and 
Discretionary Housing payment 
applications on behalf of the Shared 
Service and in line with the 
Council’s poverty and disadvantage 
strategic priority 

Controls in place:  

 Daily management of 
workload through 
Document Management 
System 

 Processes in place to 
deal with claims ‘on 
demand’ wherever 
possible 

 Revised Quality Control 
Policy and rolling regime 
of checks 

 Rolling review of subsidy 
data from Northgate 
System 

 Management of 
incoming work and 
processes to minimise 
value of overpayments 
raised 

 Training and mentoring 

Head of Shared 
Revenues and Benefits 
– throughout 2017/18 



 

Risks from Service Managers and 
those allocated from CMT 
strategic risk register 

Action we will take to 
mitigate the risk 

Who and by When? 

of staff 
 
Further action required: 

 Embedding and 
monitoring of revised 
Quality Control Policy 

 Further proactive review 
and targeting of specific 
‘hotspot’ areas of 
subsidy reports 
 

 
 

H.  Statutory duties – Equality and Diversity; Safeguarding (Children and 
Adults at risk) 
This should include appropriate actions that will be closely monitored in order to meet your 
equality objectives under the Equality Act 2010, and in particular the Public Sector Equality 
Duties; as well as safeguarding duties. 
 

Key actions within your services that are being under-taken as part of the Equality 
Objective Action Plan – progress and plans for the coming year 

Profiling of service users profile and development of action plan to address any issues 
identified. 
 

What key actions are services taking to close significant Equality Information gaps? 

 Use of language interpretation telephone line service 

 Ongoing review of availability of Revenues and Benefits correspondence in other 
formats – to be included as part of correspondence outsourcing project. 

 

List the policies and strategies to receive an Equality Analysis this year where Head 
of Service sign off is required 

 Discretionary Rate Relief. 

 Welfare Reform Strategy. 
. 

What actions need to be taken to meet the services Section 11 safeguarding duties? 

Ensure appropriate staff in the shared service receive have received (refresher) training on 
safeguarding requirements and processes. 
 

 

I.  Working in Neighbourhoods 
 
How are you, as Head of Service, going to engage with the neighbourhood agenda? 
In which specific services will you ensure there is a focus on neighbourhood 
working? 

The Welfare Team within the shared service has a specific role of working in 
neighbourhoods via outreach surgeries and in individual customers’ homes – providing 
benefits, money and debt advice. 
 



 

 

J.  Workforce Development 
 

Workforce Development  Planned action Service 

What are the key plans for training and developing staff? 

Proactive response to changing climate 
in relation to Revenues and Benefits 

Review job roles, 
skill sets and staff 
development/training 
requirements. – 
Dependant on 
Universal Credit 
rollout timeline will 
determine when/if 
during 2017/18. 
 

Revenues and Benefits 
Shared Service 

Improving workforce capability Appraisals May 
2017-July 2017 

Revenues and Benefits 
Shared Service 
 

City of Lincoln Council Workforce 
Development Strategy 

Delivery of actions 
as required within 
the Strategy action 
plan / Throughout 
2017/18 
 

Revenues and Benefits 
Shared Service 

 


