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Introduction

Newcastle City Council is committed to providing a high quality Revenues and Benefits Service that is responsive to the needs of all our customers. 
We pay out and collect millions of pounds of public money each year and we must ensure that effective and efficient safeguards are in place to protect it. 
We aim to prevent fraud and error entering our benefit system and will take all action necessary to identify fraud and error if suspected, and pledge to pursue recovery of losses and the suitable punishment of those responsible. 

This strategy is designed to prevent fraud and error, and where it does occur, to detect and investigate it in a correct and agreed manner. We strive to be fair, efficient and pro-active. 
Aims and Objectives

The Council shares this corporate vision: -
We want to create a vibrant, inclusive, safe, sustainable and modern 
European city

The Revenues and Benefits Team contributes towards the corporate vision and priorities by being committed to improving the quality of life of its residents. By being committed to the prevention and detection of fraud and working in partnership with other crime enforcement agencies we contribute towards improving community safety by reducing crime and theft.
This strategy contributes towards the following corporate and service objectives:
Corporate Plan 

Portfolio – Community Safety & Regulation

Strategic Aim 3 – Improving community safety by reducing crime, anti-social behaviour and fear of crime
We will contribute towards this strategy aim by:

· Promoting our service on our website and in leaflets and posters, and making it easier for the public and staff to report fraud by providing a 24 hour Benefit Fraud Hotline and on-line referral form

· Putting effective and efficient safeguards in place to secure our Benefits System and prevent fraud from entering it

· Taking all action necessary to identify fraud and ensure that all allegations are properly investigated in a speedy, correct and agreed manner

· Being proactive in identifying fraudulent claims through data matching and risk based targeted fraud campaigns 

· Working in partnership with both internal and external crime enforcement agencies to identify and reduce fraud through the exchange of information and intelligence subject to adherence to Data Protection legislation

· Taking appropriate action against unscrupulous landlords and collusive employers

· Considering cases for prosecution or the application of other sanctions such as Formal Caution and Administrative Penalty in accordance with the Council’s Benefit Fraud Prosecution Policy 

· Taking effective measures through Financial Investigation to seize and recover assets from the proceeds of crime
· Publishing the results of successful prosecutions, demonstrating to the public that we are taking fraud seriously and deterring others from committing fraud

Corporate Plan 
Portfolio – Culture, Libraries and Customer Service

Strategic Aim 6 – Ensuring the council has a strong culture of customer care and provides effective service
We will contribute towards this strategic aim by:

· Providing information and advice on our website, and in leaflets and posters
· Offering a 24 hour Benefit Fraud Hotline and on-line referral form to encourage the public to report suspicious claims and reduce losses to the public purse

· Developing our website to make it more customer friendly

· Offering home visits and out of hour interviews wherever possible

· Provide plain English approved application forms and leaflets to prevent misinterpretation or misunderstanding

· Informing customers of how to avoid overpayments, with letters, in leaflets and using verbal communication

· Ensuring customers maintain contact with us and encouraging them to report changes in circumstances  
· Encouraging landlords to report changes in circumstances
· Publishing the results of successful prosecutions, demonstrating to the public that we are taking fraud seriously and deterring others from committing fraud

Strategic Aim 7: Improving customer access to all services using a variety of methods to maximise the impact of services on the community and achieve high satisfaction levels
We will contribute towards this strategic aim by:
· Providing information and advice on our website, and in leaflets and posters
· Offering a 24 hour Benefit Fraud Hotline and on-line referral form to encourage the public to report suspicious claims and reduce losses to the public purse

· Developing our website to make it more customer friendly

· Offering home visits and out of hour interviews wherever possible

Corporate Plan 

Portfolio – Resources

Strategic Aim 1 – Delivery better value for money from the resources available to the council, maintaining Council Tax increases below the rate of inflation 

We will contribute towards this strategic aim by:
· Regularly reviewing our service plan and work profile to ensure it supports directorate and corporate goals, and makes best use of resources

· Ensuring the workforce is deployed and adequately resourced to enable effective investigation of allegations of fraud in line with statutory requirements and ensuring key performance measures are met

· Working in partnership with both internal and external crime enforcement agencies to identify and reduce fraud through the exchange of information and intelligence subject to adherence to Data Protection legislation

· Being proactive in identifying fraudulent claims through data matching and risk based targeted fraud campaigns
· Considering cases for prosecution or the application of other sanctions such as Formal Caution and Administrative Penalty in accordance with the Council’s Benefit Fraud Prosecution Policy
· Taking effective measures through Financial Investigation to seize and recover assets from the proceeds of crime
· Prioritising the recovery of fraudulent overpayments and taking county court action where appropriate 
· Reducing our costs by introducing document imaging and the need for unnecessary printing
Portfolio – Resources
Strategic Aim 6 – Identifying and developing opportunities to release efficiencies by delivering services on a shared basis both internally and externally

We will contribute towards this strategic aim by:

· Working in partnership with both internal and external crime enforcement agencies to identify and reduce fraud through the secure exchange of information and intelligence subject to adherence to Data Protection legislation
· Working in partnership with the Police and Department for Work and Pensions to recover monies fraudulently  and securing assets through confiscation. 
Service Plan
Service Objective 2 – Promote an Anti-Fraud Culture

To contribute towards this priority we will:

· Taking effective steps at the recruitment stage to establish, as far as possible, the propriety and integrity of potential staff following procedures laid down by the Council in Recruitment and Selection Guidelines and the Code of Practise

· Ensuring compliance with the Council’s Code of Official Conduct regarding the registration of interests, gifts and hospitality

· Providing effective training programmes ensuring staff are aware of their roles and responsibilities in terms of crime prevention

· Taking disciplinary action against employees who make fraudulent benefit claims to this or any other authority 

· Promoting our service on our website and in leaflets and posters, and making it easier for the public and staff to report fraud by providing a 24 hour Benefit Fraud Hotline and on-line referral form

· Putting effective and efficient safeguards in place to secure our Benefits System and prevent fraud from entering it

· Provide plain English approved application forms and leaflets to prevent misinterpretation or misunderstanding

· Ensure customers maintain contact with us and encourage them to report changes in circumstances

· Inform customers of how to avoid overpayments, with letters, in leaflets and using verbal communication

· Encourage landlords to report changes in circumstances

· Taking all action necessary to identify fraud and ensure that all allegations are properly investigated in a speedy, correct and agreed manner

· Being proactive in identifying fraudulent claims through data matching and risk based targeted fraud campaigns 

· Working in partnership with both internal and external crime enforcement agencies to identify and reduce fraud through the exchange of information and intelligence subject to adherence to Data Protection legislation

· Taking appropriate action against unscrupulous landlords and collusive employers

· Considering cases for prosecution or the application of other sanctions such as Formal Caution and Administrative Penalty in accordance with the Council’s Benefit Fraud Prosecution Policy 

· Taking effective measures through Financial Investigation to seize and recover assets from the proceeds of crime
· Publishing the results of successful prosecutions, demonstrating to the public that we are taking fraud seriously and deterring others from committing fraud

Service Objective 5 - Improve access to E-Services
To contribute towards this priority we will: 

· Develop the website to make it more customer friendly

· Offer an on-line referral form for the public and staff to report suspicious claims
Service Objective 6 - Improve customer satisfaction

To contribute towards this priority we will: 

· Develop the website to make it more customer friendly

· Regularly review our delivery of services with customers to ensure they are fit for purpose

Service Objective 9 - Continually review and monitor operational processes to enhance and improve service delivery

To contribute towards this priority we will: 

· Develop RB Solutions to monitor individual performance and highlight training issues

· Explore the feasibility of using mobile technology for fraud enquiry work and extend the use of document imaging.  
Service Objective 10 - Promote equalities and diversity

To contribute towards this priority we will: 

· Provide a home visiting service and out of hours interviewing on request 
· Provide interpreters where necessary

· Ensure all documents are available in different languages, in Braille or in large print or other formats on request and customers will be encouraged to seek assistance from a third party when necessary
Service Objective 11 - Develop relationships with our partners, stakeholders and other third parties to deliver customer focused services   

To contribute towards this priority we will: 

· Work closely with internal and external crime enforcement agencies  

· Develope relationships with all System providers. These systems include Intec Incase and Insearch, Department for Work and Pensions Customer Information System, Civica Document Management System and RB Solutions performance management system
Service Objective 14 - Meet and comply with corporate standards

To contribute towards this priority we will: 

· Review all notifications and letters that are sent by the section to ensure that they comply with the corporate standards

Monitoring

The action plan will be updated throughout the year when new and unforeseen system improvement opportunities/initiatives arise.  Responsibility has been given to named individuals and the action plan will be monitored on a monthly basis to ensure that all actions are met. Progress on all actions will be discussed at The Benefit Fraud Team meeting and any issues highlighted to the Revenues and Benefits Management Team.
We will contribute towards the following Performance Indicators: 

	National

Indicator
	Description
	2009 - 2010 Target
	2010 - 2011 Target

	NI 180 
	The number of changes of circumstances which affect customers’ HB/CTB entitlements within the year
	800
	900

	NI 181 
	Time taken to process Housing Benefit and/or Council Tax Benefit new claims and change in circumstances
	18.00
	15.00

	NI 14
	Reducing avoidable contact (service specific target)


	30%
	TBC


	Local Service 

Indicator
	Description
	2009 - 2010 Annual Target
	2010 - 2011 Annual Target

	RB11
	Speed of Processing new claims for HB & CTB per month
	23
	20

	RB12
	Speed of processing change in circumstances for HB & CTB per month
	13
	12

	RB20
	Number of Successful Sanctions per month?
	160
	165

	RB21
	Number of Fraud Referrals Received per month?
	1400
	1405

	RB22
	Number of Fraud cases closed per month?
	1200
	1205

	RB23
	Number of Benefit Fraud referrals received via the website per month?
	40
	45

	RB27
	Number of Financial Investigations initiated YTD
	N/A
	10


Equalities and Diversity

Newcastle City Council is committed to promoting equality and valuing diversity in both service delivery and employment. Care has been taken in drafting this strategy to ensure that the Council does not unjustifiably discriminate against any minority group.  

Every effort will be made to ensure that the needs of individual customers and employees are met in relation to this strategy. 

All documents are available in different languages, in Braille or in large print or other formats on request and customers will be encouraged to seek assistance from a third party when necessary. 

Revenues and Benefits
Counter Fraud Action Plan 2009/2010

	Action
	Target date for completion
	Responsible person
	Comments
	Monitoring

	Maintain and Improve on delivery against performance targets 
	31/03/2011
	LH/SH

	Monitor and review work undertaken by Investigators to ensure maximum productivity.

Maintain and improve on delivery of PI targets for Fraud Investigators, Fraud Investigations, and Prosecutions and Sanctions.

	Series of INCASE management reports, excel spreadsheets, quarterly HBRF and Civica (Comino) Reports

	Serious frauds and Financial Investigation 

	31/03/2011
	LH/SH/GR
	Monitor and review prosecution work undertaken to ensure we target and take appropriate action against serious fraud. 
Ensuring the workforce is deployed and adequately resourced to enable the effective investigation of allegations of fraud in line with statutory requirements and ensuring key performance measures are met. 
Introduce financial investigation into business as usual to give better value for money and target serious frauds. Consider confiscation and asset recovery using Proceeds of Crime Act where appropriate working in partnership with Northumbria Police Economic Crime Unit.

	Team performance monitoring spreadsheet and Financial Investigation database

	Risk Scoring of Referrals
	30/09/2010
	LH/SH/GR
	Risk scoring to be periodically reviewed to ensure emphasis is placed on quality not quantity. Targeting serious frauds and possible proceeds of crime cases. 

	Risk Score 

	Increase % of proactive investigations
	30/06/2010
	LH/TM/GR/DO
	Increase % of proactive investigations undertaken where resources allow – explore other areas of fraudulent activity prevalent in Newcastle.  Making better use of intelligence and data matching techniques (INSEARCH/ IDEA). Ensure detailed records are maintained of all exercises, and relevant databases (Employer Fraud Drive) updated to inform future risk analysis and work programmes. 
Increase liaison with internal and external enforcement agencies to identify and investigate potential risk areas i.e. Internal Audit, Public Health, Trading Standards, Licensing, Police, UK Borders Agency, DWP and HMRC etc.
	Performance Statistics

	Maintain and update Procedure Manual and all fraud documentation
	30/09/2010
	LH/SH/IG/LW
	Ensure the Benefit Fraud Policy and Procedures manual and all documentation is updated in line with changes to working practises and legislation, and is available to appropriate staff. 
Revisit all documentation shared with members of the public particularly during IUC, with a view to providing translated documents to customers where appropriate and resources allow.

Ensure new corporate identity protocol is applied to all letterheads and fraud documentation by December 2010. 
	Procedure manual and documentation

	Quality Control Checks
	31/03/2011
	LH/SH
	Ensure continuous improvement in the standard of fraud investigations through monthly quality control checks. Ensure quality of information/evidence gathered, recorded and retained on fraud file meets with rigorous standards of a Court of Law i.e. PACE, CPIA, HRA, RIPA, CJS etc.
	Quality Control Checks 

	Housing Benefit Matching Service 
	31/03/2011
	All
	Monthly Housing Benefit Matching Service referrals to be sifted and logged to the HBMS Spreadsheet. Only those files classified as fraud to be logged on INCASE. Offences considered where appropriate.
	INCASE/ HBMS excel spreadsheet

	National Fraud Initiative 2008
	30/09/2010
	LH/SH/GR
	Ensure that prompt and appropriate action is taken on all investigations identified by the National Fraud Initiative 2008. Ensure website is updated to assist Internal Audit in the completion of returns to the Audit Commission. 
	INCASE / NFI Website

	Service Level Agreements with Stakeholders
	Annual 
	LH
	Develop and Monitor Service Level Agreements with internal and External partners/agencies (Local Authority/Fraud Investigation Service  Fraud Partnership Agreement, Government Agency Intelligence Network (GAIN), Inter Cities Counter Fraud Group (ICCFG), National Anti Fraud Network (NAFN), NEBFG and Northumbria Police)


	Service Level Agreement

	Promote Benefit Fraud Hotline and Anti Fraud Culture 
	Quarterly 
	LH
	Promote an anti fraud culture and ensure the continuing success of the Benefit Fraud Hotline by regular publicity campaigns and provide feedback to the public where possible on successful prosecutions.
	Fraud Statistics / Campaign Implementation Plan

	Staff Fraud Awareness
	31/03/2011
	LH/SH/GR
	Plan and implement annual rollout of fraud awareness training and induction training to relevant frontline staff within Benefits, Revenues, Customer Services and possibly Your Homes Newcastle.

Consider option to upgrade to 2010 version of Meritec ‘Focus on Fraud’ e-learning software and possible roll-out to relevant staff during 2010/2011. 

	Service Training Plan

	Exit Surveys and Community Engagement
	31/03/2011
	LH
	Consider benefits of community engagement with known stakeholders - invite feedback on the work we do (forums/exit surveys) and ask stakeholders what types of fraud are prevalent in the area which may be going undetected.

	

	Post Office Do Not Redirect
	31/03/2011
	LH / JH
	Consider extending the Post Office Do Not Redirect Scheme to include all benefit post. 


	

	Staff Appraisal, Training and Development
	31/03/2011
	LH/SH/GR
	Ensure all staff has at least one individual appraisal and at least one 1:2:1 during the year. 

Develop individual training plans linked to TNA and PDA. 

Ensure continuous improvement in communication through regular team meetings, encouraging staff engagement and robust and productive feedback. 

Consult with and involve staff in development of service plans.
	

	Fraud Module/ CIVICA
	30/06/2010
	LH/SH/GR/LW
	Explore feasibility of utilizing document imaging to facilitate electronic download/viewing of all fraud documentation (Fraud Module in Comino); to allow for more flexible working in line with the Smarter/Leaning Working Project.  Reducing transactional costs of printing and storage. 

Reduce cost of accommodation by considering feasibility of sending all closed fraud files and other hard copy data-files to data storage warehouse ensuring retention policy is adhered to.
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