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1. Purpose of Report  
  
1.1 
 

To provide Members with an update on performance in the Revenues and Benefits 
Shared Service. 

  
2. Executive Summary 
  
2.1 This report provides an update on Revenues and Benefits performance up to the 

31st December 2016. The areas covered in the report are:- 
 

 Council Tax. 
 

 Business Rates. 
 

 Council Tax and Business Rates (Arrears) 
 

 Outstanding Revenues Customers. 
 

 Housing Benefits Overpayments. 
 

 Benefits. 
 

 Discretionary Housing Payments. 
  
2.2 In 2015/16, the focus of this quarterly report to Members has been to compare 

performance against the same position in 2015/16 and where appropriate, with 
previous quarters in 2016/17. Looking ahead, future reports will also compare 
performance against any targets that are set for the service. Details of current 
performance are set out in the Appendix to the report.  
 

3. Background 
  
3.1 
 

At the last meeting of this committee on the 22nd November 2016, a report was 
presented detailing Revenues and Benefits performance up to the 30th September 
2016. This report, looks at the period ending 31st December 2016.  

  
4. Performance 
  
 Council Tax 
4.1 At the 31st December 2016, in-year collections compared to the same point in 

2015/16 were slightly down; by 0.04% (City of Lincoln) and 0.16% (North 



Kesteven).  That said, collection rates are expected to be maintained for the 
remainder of 2016/17 and there is every reason to think we will still achieve the 
collection levels of 2015/16 this year. 

  
4.2 When considering the current collection levels, it should be noted that the 

collectable debit for both City of Lincoln and North Kesteven have increased from 
2015/16 by £1.81m and £2.92m respectively. As a result, it is encouraging that we 
are on target to maintain collection levels in 2016/17. 

  
 Business Rates 
4.3 Compared to the same point in 2015/16, in-year collection performance at 31st 

December 2016 was as follows:- 
 

 City of Lincoln: 0.46% above. 
 

 North Kesteven: 2.18% below. 
 

 West Lindsey: 5.88% below. 
  
4.4 There are no issues to report in respect of City of Lincoln. For North Kesteven, 

collection is lower although as previously reported, the direct debits in 2015/16 for 
January 2016 were credited to December 2015. As a result, this inflated the 
collection levels to 31st December 2015. 

  
4.5 Collection for West Lindsey is lower than would be expected. Having reviewed 

activity for 2015/16, it was established there was an ‘unnatural peak’ in collection 
during the second quarter of that year. This was due to a significant change in 
rateable value following changes in how doctor’s surgeries are valued. This 
resulted in significant refunds being issued by local authorities across the country. 

  
 Council Tax and Non-Domestic Rate (Arrears) 
4.6 It is encouraging to report that despite an ever-increasing collectable debt, the 

level of Council Tax and Business Rates arrears (i.e. debts relating to previous 
years) continues to reduce month-on-month. In the past, authorities have focussed 
on ‘in-year’ collection. The approach adopted by the Shared Service is to look at 
the debt as a whole and not just whether it relates to in-year or previous years. 

  
 Outstanding Revenues Customers 
4.7 The number of outstanding enquiries (other than by e-mail) had decreased to 438 

by the 31st December 2016 compared to 714 at 31st December 2015. In addition, 
the number of outstanding e-mails has continued to reduce. When writing this 
report (9th February 2017), there were 313 e-mails awaiting to be dealt with; the 
oldest being received 31st January 2017. Although not within the 5 days target for 
responding to e-mails, it should be noted that the number received had increased 
considerably in the previous week when the telephone system at the City of 
Lincoln was not operational for two days. This led to customers looking for 
alternative means to contact the office (i.e. through the use of e-forms and by e-
mail). 

  
4.8 It is important to stress there is no longer a reliance on the use of temporary 

agency staff within the Shared Service. The improved position has been helped by 
a change of processes through the introduction of new electronic / self-serve 



forms. The Council Tax Administration team are currently working with City of 
Lincoln Business Development Team to review process of customer contact, 
internal contact and ‘lean’. The latest meeting took place on 8th February 2017 and 
an update on this meeting will be given to committee at the meeting. 

  
 Housing Benefit Overpayments 
4.9 At the 31st December 2016, in-period collection stood at 63% for City of Lincoln 

and 73% for North Kesteven. Although performance has increased in both 
authorities throughout the year, it is still down in comparison to 2015/16.  
Accepting the need to tackle this notoriously difficult debt to collect, a project team 
was put in place. They reviewed collection / recovery arrangements and 
implemented a wide range of techniques to improve collection. 

  
4.10 As previously reported to committee, there does continue to be an increase in the 

amount of overpayments being raised; this can be highlighted in the following 
table:- 
 

Authority £ raised 
1.4.16-

31.12.16 

£ raised 
1.4.15-

31.12.15 

Increase in £ 
raised (and 
% increase) 

 

City of 
Lincoln 
 

£1,725,685 £1,210,119 £515,566 
(42.60%) 

 

North 
Kesteven 
 

£849,669 £697,475 £152,194 
(21.82%) 

  
4.11 There are various reasons for the increases in the amount of overpayments being 

raised; these include:-  
 

 ‘FERIS’ (Fraud and Error Reduction Incentive Scheme) work being carried 
out. This involves reviewing cases proactively to identify changes in 
customers’ circumstances. 

 

 Increase in cases from the Single Fraud Investigations Service. 
 

 RTI (Real Time Information) scan data identifying changes in circumstances 
often going back several months / years. 

  
4.12 As an ongoing consequence of more overpayments being raised than the amount 

it is realistically possible to collect in that period, outstanding debt continues to 
rise. At the 31st December 2016, £4,074,360 and £1,710,460 was outstanding for 
City of Lincoln and North Kesteven respectively. This represents increases of 
£563,562 and £228,189 since 31st March 2016.   

  
4.13 Members will recall a detailed report on Housing Benefit overpayments was taken 

to this committee in February 2016. This identified the key reason for debts being 
raised; i.e. late notification from customers regarding changes of circumstance 
affecting the level of Housing Benefit entitlement. Officers will continue to 
proactively communicate the need for changes to be reported promptly. 

  



 Benefits  
4.14 North Kesteven continues to perform well in terms of outstanding work and 

average processing times. Following a deterioration in the City of Lincoln 
performance earlier in 2016/17, performance in Quarters 2 and 3 has significantly 
improved as a result of new initiatives being implemented; details of which were 
reported to this committee at the last meeting. 

  
4.15 The table below shows the number of customers outstanding at the 31st December 

(2015 and 2016) together with the 31st January 2017:- 
 

Authority Quarter 3 
2015 

Quarter 3 
2016 

End of 
January 2017 

City of 
Lincoln 
 

1,071 228 321 

North 
Kesteven 
 

428 210 183 

 

  
4/16 It was reported at the last meeting, the average processing time for the City 

Lincoln ‘New Claims’ would not improve overnight although it was anticipated that 
the first point of contact date after a new claim is made would improve significantly 
with the introduction of Citizens Access Benefits. To highlight the improvement in 
the service, at the 23rd January 2017, 597 Citizens Access claims had been made 
via the Lincoln online portal with 96% of these customers being contacted within 
the first 24 hours of making the claim. 
 

 Discretionary Housing Payments 
4.17 At the 31st December 2016, Discretionary Housing Payments (DHP) expenditure 

was as shown in the table below:- 
 

Authority DHP 
Government 

Grant 
2016/17 

 

£ 
Expenditure 

at end 
December 

2016 

£ 
 Unallocated 
DHP (and %) 

City of 
Lincoln 

£173,675 (+ 
£26,709 

unallocated 
monies from 
general fund 

carried-
forward from 

2015/16) = 
£200,384 

 £132,955 
 

(£97,724 paid 
to date and 

£35,231 
committed) 

 £67,389 = 
33.63% 

North 
Kesteven 

£107,514 (+ 
£20,000 from 

Housing 
Revenue 

Account) = 
£127,514 

 £96,301  
 

(£76,934 paid 
to date and 

£19,367) 
 

 £31,213 = 
24.48% 

 

  



4.18 At the 31st January 2017, City of Lincoln still had a budget of £54,486 remaining 
with North Kesteven still having a budget of £4,510.  Officers are working with 
colleagues within Housing Teams to ensure applications are made prior to 31 
March 2017. 

  

5. Strategic Priorities 
  
5.1 Both City of Lincoln and North Kesteven have a number of strategic priorities. Two 

that have an impact on the Revenues and Benefits Service are:- 
 

 Lincoln: “Let’s Reduce Inequality”. 
 

 North Kesteven: “Community Wellbeing and a Vibrant Economy”. 
  
5.2 Both authorities look to protect the poorest people. The Benefits Service plays a 

key role in reducing poverty and disadvantage by ensuring residents receive the 
benefits they are entitled to and providing money / debt advice. The Revenues 
Section are also mindful of the strategic priorities when engaging with business 
ratepayers as they recover the business rate. Digital Inclusion, Channel Shift, 
Financial Inclusion and Partnership Working are all key priorities for the shared 
service. 

  
6. Organisational Impacts 
  
6.1 Finance: There are no direct financial implications arising from this report. 
  
6.2 Legal Implications including Procurement Rules: There are no direct Legal or 

Procurement implications arising from this report. 
  
6.3 Land, property and accommodation: There are no direct implications arising from 

this report. 
  
6.4 Human Resources: There are no direct implications arising from this report. 
  
6.5 Equality, Diversity & Human Rights (including the outcome of the EA attached, if 

required) – There are no direct Equality, Diversity or Human Rights implications 
arising from this report. 

  
6.6 Significant Community Impact: There is no change in policy / strategy or the way 

the service is being delivered. 
  
6.7 Corporate Health and Safety implications: There are no corporate Health and 

Safety implications. 
  
7. Risk Implications 

 
7.1 A Risk Register is in place for the Revenues and Benefits Shared Service. 
  
8. Recommendation  
  
8.1 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? 
 

Appendix:  Performance Data to 31st December 2016 

List of Background Papers: 
 

None 
 
 

Lead Officer: Claire Moses, Interim Assistant Head of Shared 
Revenues and Benefits 

Telephone (01522) 873764 
 


