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Bath and North East Somerset Council

Objectives

To test effective and simple ways to provide face-to-face support for those 
customers most in need.

About Bath and North East Somerset Council 

We have a mixture of urban and rural locations. The City of Bath is relatively 
affluent but five neighbourhoods are recognised as deprived areas, 50% of 
claimants are pensioners.

Where we were

Following us undertaking a Systems Thinking Review of our benefit procedures 
back in 2009 we started the Pilot in quite a good position regarding customer 
services and response times for dealing with new claims / change in circumstances, 
however, the delivery of our service was very benefit-centric, dealing with the ‘here 
and now’ situation of the customer, as opposed to trying to help and guide them to 
a longer term solution.

Where we are now

During the Pilot, our engagement with Partners both internal and external has 
grown and strengthened hugely, and this has been maintained even though the 
Pilot has ended. 

One main outcome from the Pilot is that we now have the presence of a JCP 
representative for a time every day. They continue to build on the work we 
previously did, and bring a strong ‘employability’ message to our offices, which we 
felt we lacked before. We became a live Universal Credit site at the end of 
February. We feel that for us this was an opportune time, as it enabled us to roll 
quite seamlessly from piloting UC to actually putting into practise what we had 
learnt.

We have self-serve computers at each of our One Stop Shop offices that customers 
can use to firstly check they are eligible, and if so place a UC claim on-line. It is 
from the pilot that our customer services staff learnt the main changes that will 
affect customers when they start to receive UC, and what advice and support can 
be either given by them, or signposted to other partners. The total caseload during 
the course of the pilot was 349.
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These included the three main strands of change;
 Digitalisation;
 Budgeting;
 Employability;

How we got there 

Working with partners

During the period of our pilot we successfully arranged and held Community 
Workshops with many of our main partners, both internal and external. These 
proved invaluable in many ways;  

 they provided an ideal opportunity for people to come together and listen to the 
future welfare reform changes taking place, and ask questions 

 partners worked together (and were seen to work together) in answering 
questions and issues raised 

 they engaged the harder to reach customer using existing locally based groups 
and/or support organisations 

 they encouraged this customer base to explore what support they might need to 
address the challenges of Universal Credit and Welfare Reform 

 they encouraged partners to adopt a proactive approach 
 
As well as Community Workshops, another part of our pilot period was spent 
looking into IT availability within the area. We did this work as we had found by 
asking our customers that although many could access the web via smart phones, 
only 50% actually had access to a computer in their own homes.  This was based 
on feedback from 100 responses to a survey at the community workshops.

We looked into seeing what computer provisions were in the area by asking all our 
local schools, libraries, and other amenities provided for the community to give us 
details of whether they held any computers that could be accessed by the public.
The establishments that stated they did have computers which could be used were 
then asked a series of further questions, those being;

 Post Code
 Location
 Number of computers
 Disabled access
 Service user limitations (literally open for public use, or for clients only, i.e. many 

schools stated that although they had a computer for use, it was only for 
parents’ of children at the school)

 Booking required
 Cost
 Opening times
 Time limit on computer
 General online support available
 IT courses available
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 WiFi enabled premises
 Online access restrictions
 Printing facilities
 Software packages & other equipment
 Contact details (phone & email)
 Website for further info

We compiled this information and sent it out to all our telephony and front facing 
staff, so that should a customer ask where their nearest location was to get online 
(particularly for claiming UC) it was easily to hand.

Challenges and solutions

As part of the LA Led-Pilot extension, we wanted to increase people’s awareness of 
money management. This involved not just making people’s income stretch as 
much as possible, but also looking into seeing how that income could be increased.

Through the close partner workings that we had created, we liaised with our Council 
Tax Recovery section, Citizens Advice Bureau and Curo (our main local housing 
provider), to obtain details of people who were in Council Tax and/or rent arrears, or 
had just contacted CAB about financial issues. This was following full agreement 
from the people involved, who were made aware that we were running a money 
advice programme that could help them.

What we were hoping to administer was help, advice and guidance to the individual, 
which could include incentives. These would be in the shape of our Council Tax 
Recovery section and Curo agreeing to hold any further recovery action, as well as 
our Welfare Support section fast-tracking Discretionary Housing Payment requests, 
and looking at other requests for support.

We started off the initial communication by phone, and found that although when 
first contacted people quite openly discussed the state of their finances, but were 
reluctant to visit their nearest office to see what we could do to offer help and 
support. We also found that people who did engage and were subsequently 
awarded a DHP, then preferred to manage as they used to, and not continue on the 
programme.

As for solutions regarding the challenges we faced whilst running the programme, 
we do not feel that there is an easy answer to this. We found it extremely hard to 
engage people on the programme, and equally for them to stay on it. In hindsight, it 
may have been more beneficial for people to have been given their incentives 
(DHPs etc) on the understanding that they remained on the programme. Although 
this was thought about at the start, we wanted people to not feel they had to stay 
on the programme, but see the benefit of the help they were being given. This sadly 
was not the case in many instances. 
     
Key outcomes

Our main key outcomes are:
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 stronger partnership working both with council services and those provided 
externally 

 face to face and telephony staff are now more knowledgeable regarding 
increasing people’s income through employability, as opposed to just having a 
blinkered look at income through benefits.

 Locating IT availability throughout the area for customers to use, and 
highlighting these when required.

Top learning tips for other councils

 The best times to resolve a customer’s issues is when you have them in front of 
you, by getting it right first time. Joining up services around the life event will 
save money and improve service

 Having access to the right partners in one place enables the best possible 
outcomes. For UC we would recommend that all face-to-face meetings happen 
in a combined location.

 Take practical steps to encourage council and JCP staff to be fully aware of the 
breadth of each other’s expertise. This can be in the form of each person 
‘shadowing’ or ‘being shadowed’ for half a day for example. 

 Map and brief the different agencies who work with people who will be impacted 
by UC.

 Be aware of the soft skills required to support someone with self-serve solutions 
(these were largely learned on the job but with aid memoire desk guides). 

What next

For Bath and North East Somerset Council, we are now a live site for Universal 
Credits since the 24th February 2014. We have a signed delivery partnership 
agreement and Memorandum of understanding for Personal Budgeting support in 
place. In order to do this we have set up a process to communicate with the 
Universal Credit Team at DWP and will be providing detailed management 
information under the agreement.

We are meeting on a monthly basis with the local DWP Manager and the UC 
implementation team representative on a monthly basis at the moment although the 
UC team will cease to support these meetings after a while.

When the Pilot ended we did apply for ESF funding to keep it alive and join up work 
with our Welfare Support team but this failed the criterion test.

Since the end of the extended pilot, the Bath Job Centre has now become a live 
service for universal credit and this has resulted in a loss of some of the momentum 
with the shared resource. Job Centre has been extremely busy planning for the 
implementation and is suffering from the head count limits placed upon on it from 
Central DWP to release resources. So for a period of time we have lost the joint 
working approach that we had started. Having said that our District Manager has 
now made a commitment to release one FTE to re-launch some joint working from 
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our One Stop Shops and with our Connecting families team (Troubled families). We 
are in the process of scoping what this will entail.

We have started negotiations around the possibility of co-location, with the intended 
aim that the Job Centre services could be provided from each of our One Stop 
Shops and community Hubs across Bath & North East Somerset. It is early days for 
this and we are at the point of exchanging data around space requirements and 
demand projections. Achieving this is however, complicated by the fact that the 
premises currently occupied by Bath Job Centre is also used by other staff who 
would not be part of a local relocation plan involving the local authority.

The Council is also part of the Public Transformation Network sponsored by CLG 
and the Cabinet Office, under this project we have been taking the learning from 
UC Pilot, Welfare Support Changes and the Troubled Families agenda to look at 
how we support our most vulnerable residents at the same time as triaging all 
requirements under UC. We have adopted an approach which will enable us to 
develop a service that enables Sustainable work. We have drawn up a high level 
business plan which demonstrated bringing together key teams across the 
organisation to deliver a connecting families approach which can reduce the cost to 
the welfare bill.

Within this team we aim to bring together the administration of significant funding 
streams in to one place. These would include, DHP, Local Welfare Support, Advice 
& Information Commission, LSSF; ESF etc.  Our aim is to provide a triage facility 
through the conditionality process and One Stop Shop services; focusing detailed 
one to one support for those meeting agreed criteria with the aim of delivering 
sustainable work objectives, linked to skills training and budgeting support. 

We hope to have an agreed project ready to run within 6 months and will be putting 
this forward as our bid for LSSF trialling status.

Contact details
Ian Savigar
Divisional Director Customer Services
Bath & North East Somerset Council
Telephone: 01225 477327
Email: ian_savigar@bathnes.gov.uk

mailto:ian_savigar@bathnes.gov.uk
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Melton Borough Council 

Objectives

Digital

 To get 50% of our existing working age benefit case load using an on-line 
service either by self-serve or supported self-serve

 To understand and document the barriers faced by any benefit customers who 
feel they are not able to self-serve or need support to self-serve. 

Vulnerable

 To support a number of customers that are currently dependant on benefits and 
are the furthest away from the job market to improve their readiness for work – 
circa around 60 customers. Out of those 60 we aim to have 20 take up some 
form of paid employment

 Understand the barriers faced by this cohort and document the learning from 
the objective above

About Melton Borough Council

 Melton Borough Council is the 9th smallest borough in England and Wales and 
is largely rural with a population of around 50,400.  Around 3/5 of our residents 
are currently of working age, however the borough is also experiencing an 
increasing proportion of people aged 65 or over. 

 Melton Borough has lower levels of social deprivation and unemployment than 
elsewhere in the country, although there are some pockets of deprivation most 
of which are in our priority neighbourhoods in Melton Mowbray. These priority 
neighbourhood areas also have the majority of people who are dependent on 
benefits compared to the rest of the Borough and these areas are serviced by 
multi-skilled customer service advisors based in 3 Sure Start/Community 
centres. 

 Melton is a largely rural environment and this presents challenges linked to the 
small size of economy and hence the small number of jobs that can be 
supported in the area compared to the other Districts in Leicestershire

 The current Housing Benefit (HB) caseload is 2,324 (1,429 working age) and 
Council Tax Support (CTS) caseload is 2,919 with a similar split between 
pension and working age claimants

 During the period of the pilot the number of Jobseekers Allowance (JSA) 
claimants has decreased from 710 to 472

 The Council offices host a range of local organisations bringing together 11 
partners, including Job Centre Plus who moved into the council premises in 
September 2013.
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Where we were

The Council were already committed to making transformational changes in respect 
of both how customers accessed our services as well as embedding a culture which 
focused on people and places rather than traditional service silos. Our overall 
ambition, including the way we work with our partners, was to put vulnerable people 
right at the heart of our business in order to improve their outcomes and turn lives 
around.  This was to be driven by ensuring customers had the necessary skills to 
access and use online services, using efficiencies gained to redirect existing 
resources to support those most in need and by increasing customers work 
readiness and their potential to achieve financial independence.  

We did not have a background of delivering benefit related services digitally, other 
than that of providing information
At the start of the pilot we already felt we had an understanding of what issues 
customers may face in respect of being ready and able to take up work.  However 
we wanted to have a more evidence based rationale in respect of customers 
furthest away from the job market in order to help inform future activities.  Melton 
BC had also just introduced a dedicated Employment and Skills Officer (ESO) 
funded through the JC+ Flexible Support Fund.  

Where we are now 

The Council has an ambition to provide digital by default provision for the most 
used services as well as tackling digital inclusion across the whole of the borough.  
Where we are at the moment is that we have developed an enabling IT 
infrastructure, which includes the recent acquisition of the Agilisys digital platform 
including the My Account portal which allows a single authentication and verification 
sign on process. 

We now have 2 additional pilot sites for supporting customers in rural locations to 
access and use digital services and are looking to expand our own digital provision 
at our main offices in the next few months.  We are also working towards the launch 
of our new website which will be compatible for users accessing services and 
information from mobile devices. 

We are also further defining and developing the role of our Customer Services 
advisors – changing from a focus on a single silo problem resolution transaction 
type process to a focus on a holistic proactive support service - move from reactive 
to proactive.  We are doing this by introducing a new triage process including peer 
mentor roles.  A major part of our approach builds on our experiences to date 
relating to how we can influence behaviour change so that people can live their 
lives more independently.
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How we got there

Digital

We first needed to check claimant’s ability and attitude to take up a new digital 
service for reviewing council tax.  We then used this information to test our initial 
expectations and inform the development and introduction of a trial service.  

Some of the key steps we took are outlined in more detail below:

 Embedding digital service delivery into the Councils transformation programme
 Carrying out early customer insight, inc profiling tool, surveys and focus groups
 Developing and introduced an online Council Tax Support (CTS) Review 

process using existing in house technology and skills as a first test of 
customers ability and attitude to using a digital service

 Using the early insight the  CTS Review was carried out with 3 tailored 
campaigns, targeting a large proportion of our existing working age caseload

 Support was offered included inserts, free digital access guide, telephone and 
face to face assistance, basic IT course delivered in partnership with the library 
and Adult Learning Services 

 Introducing assisted digital new claims 
 Gathering substantial customer feedback through telephone and online surveys

Key outcomes

Digital

 From data collected from our CTS Review CRM reports 881 (64.3%) of our 
existing CTS claimants (1,370) during the period 02.05.13 – 20.12.13 verified 
their claim details and  reported any relevant changes linked to the review using 
the new online service.  (This increased to 72.4% based on the number of 
claims which were still live at the end of the pilot).

 Out of those who responded in a survey of local JSA claimants 66.3% (315 out 
of 475 surveyed) indicated they would claim and manage their benefits on line, 
similarly 87.3% (69 out of 79) who completed our CTS review independently 
and responded to a similar question in a separate survey also indicated they 
would claim and manage their benefits on line
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From a range of on-line and telephone surveys:

 78.2% of those who completed the review from the sub group1 who we 
identified as the most likely to self-serve did so without any support compared 
to only 22% of the sub group who were identified as least likely to self-serve

 53.5% (99) of those surveyed from the least likely to self-serve sub group 
accessed the internet via family and friends

 All surveyed across all 3 sub-groups showed a good level of confidence in 
using the internet for a wide variety of services other than for claiming benefits 
therefore suggesting customer behaviour is a significant barrier rather than 
general skills

 Only 53 out of 173 (30.6%) claimants surveyed knew about UC

Vulnerable 

 21 out of 61 (57%) of cases worked  with those furthest from the job market 
secured employment

 24 (39%) of cases opened either did not engage or ceased to engage whilst 
working with them.

 Out of a sample of 12, six of those who had been helped back to work had 
been in employment continuously for 6 months or more

 Out of the same sample 8 of those had been worked with for a period of 3 
months or more – the longer time spent working with an individual directly 
linked to the outcomes being more sustainable 

Top learning tips for other councils

 Councils need to ensure a culture of delivering services by digital channels is 
embedded throughout the organisation driven by the most senior officers and 
members.

 When developing digital services effectively engage early and often with staff, 
partner organisations and claimants regularly around the need to channel shift, 
the reasons for doing so, the impact to them of doing so and the benefits that 
this can bring as well as testing new services prior to launch to get it right first 
time

 involve partner agencies, don't underestimate that some claimants will be better 
prepared than others so ensure you have  sufficient assisted options in place to 
support them to become more independent therefore invest time to understand 
and effectively engage with your claimants from the outset and continue to 
persevere with those who need it the most 

 Those who were proving the hardest to engage were often more likely to use a 
mobile device for internet access. For these people the online form was simple 
and easy to use because it was accessible from smart phones and tablets. 

1 The original Cohort was all active CTS claimants at the start of the trial service (1370) – using Experian 
data profiling tool the Cohort was then split into 3 subgroups around their likelihood to self-serve as follows:  
Subgroup 1 – likely to self-serve (334)
Subgroup 2 – may or may not likely to self-serve (526)
Subgroup 3 – least likely to self-serve (510)
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 In order for vulnerable customers to get into sustainable employment customers 
need to have stability across all areas of their lives therefore it is critical that the 
holistic needs ’helicopter view’ of a claimant are identified and a joined up 
action plan is developed to tackle all areas of concern with a single trusted point 
of contact to manage and support them. 

 Adopting a customer driven, solution focussed methodology, supporting and 
empowering the claimants with making their own choices and prioritising what 
they want to achieve achieves more sustainable outcomes.  This approach was 
supported by claimants who said they needed themselves to take ownership 
and then we help (not we help and hope they take ownership).  They also said 
we needed to be flexible to differences in an individual’s situation and needs; 
the current system is too mechanistic.  

 The longer time invested with an individual the more sustainable the outcomes 
become

 Claimants said that once they appear to have reached their goals low level 
support is still important, if not more so, to support sustainable outcomes.  

What next

Within the next phase of our transformation programme we will be focussing on 
three specific service areas of Benefits, Revenues and Planning to support us to 
make the best use of our enabling IT infrastructure and to redesign processes in 
order that they are fit to meet our ambition of delivering digital by default services.  
We are due to launch our new website in June 2014 which is compatible for users 
accessing services and information from mobile devices. 

We were also recently successful in securing additional funding through the 
European Social Fund and are now able to fully explore the concept of developing a 
Learning and Skills centre to support vulnerable people in a more joined up 
effective way by commissioning a variety of services to work collectively to common 
aims and objectives to the benefit of the customer.  This also includes some 
additional money to commission services to ensure that vulnerable people will 
become digitally and financially independent.

Contact details

Keith Aubrey
Strategic Director
Melton Borough Council
Email kaubrey@melton.gov.uk

Rushcliffe Borough Council 
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Objectives

There were three key aims to the Rushcliffe Pilot:
 
1. To help people claim online so they can apply for UC.
2. Work closely with partners to focus support for customers with often complex 

needs and integrate services.
3. Identify and support vulnerable customers including those without skills to claim 

online, for example, perhaps due to disability, illness, no computer, lack of a 
bank account and so on.

About Rushcliffe

Rushcliffe lies immediately south of the City of Nottingham and the River Trent and 
extends across towards Newark in the North East and Loughborough in the South 
West.  The main centre of population is West Bridgford, where around 41,000 of the 
Borough's 111,100 population live. The remainder of the district is largely rural, with 
the centres of population split between small towns and villages

There are about 6000 housing benefit and council tax claimants of which around 
2500 are working age and just over 400 also claim job seekers allowance.  At the 
commencement of the pilot there were 1,550 JSA claimants in Rushcliffe.  Over the 
15 month pilot 20,167 customers visited our main contact centre and 1773 new 
housing benefit claims were made.

Where we were

Whilst an online housing benefit form was available at the start of the pilot, only 
56% of applications were done online.  Customer service advisors would complete 
the paper form with the customer, as would our social housing provider, 
Metropolitan Housing.  There were no self-service terminals at our customer 
contact centre.

We worked in partnership with the police, delivering police and council customer 
services with one set of staff from a jointly occupied building (the former police 
station).  We also delivered services on behalf of Metropolitan Housing, our social 
housing provider, and provided a free telephone for customers with direct links to 
Metropolitan and Nottinghamshire County Council.

From our housing and council tax benefits databases we had a fair idea who our 
vulnerable customers might be.

Where we are now

96% of all new housing benefit claims are done online.  The paper form is no longer 
available to download.  Two customer advisor desks have been replaced with self-
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service terminals and a bespoke easy to use interface ensures it is easy for our 
customers to use.  All customers are now greeted at reception.  Wherever possible, 
they are encouraged to self-serve.  7% of all our visitors to the contact centre now 
use self-service rather than seeing an advisor. (1443 out of 20,167 from Dec 2012 
to Dec 2013).

We have strengthened existing partnerships and developed new ones.   In 
particular we have brought together different agencies in a single front office to 
provide a single access point for customers.  This includes JCP, CAB, the local 
college, a small business adviser, the Probation Service, a social housing provider 
a drug misuse clinic.  

Through surveys conducted with 3017 existing housing benefit claimants and 256 
new housing benefit claimants, we have been able to establish that  
 50% of new or existing housing benefit claimants say they will need some level 

of support to apply online (That equates to around 1500 people)12-20% of new 
or existing housing benefit claimants say they will require intense hand holding 
(That equates to around 180-300 people)

 5% of new or existing housing benefit claimants say they will need help opening 
a bank account (That equates to around 150 people)

 30% of new or existing housing benefit claimants say they will require 
budgeting support (That equates to around 900 people)

How we got there and key outcomes

Moving customers online

What we have done Outcome
 Designed a new easy to use self-

service website 
www.rushcliffe.gov.uk/selfserve that 
enabled customers to access ALL 
council services and partner 
services from one easy to use 
homepage

 Introduced two touch screen self-
service terminals at customer 
contact centre linked to the self-
serve website

 Self-serve terminal provided at 
Bingham Health Centre

From December 2012 when the site 
was launched to 1 December 2013, 
1443 out of 20,167 customers 
visiting the customer contact centre 
used self-service. (7%)

In addition to the 1443 out of 
20,167 customers visiting the 
customer contact centre a further 
510 customers accessed the self 
service web pages from home or 
elsewhere without needing to come 
and see us.

98% satisfaction with the website 

86% of customers using self-serve 
say they would use it again

http://www.rushcliffe.gov.uk/selfserve
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What we have done Outcome

 Trained 19 customer service 
advisors and a small group of 
metropolitan housing staff to use 
the online housing benefit form with 
new customers applying for housing 
benefit.  Advisors are trained 1:1 
taking approximately 1.5hrs per 
advisor, with a follow up session 
lasting approximately 30 minutes to 
monitor quality after a couple of 
months.  Metropolitan partners 
attended one group session of 
about 30minutes long.

 Removed the paper housing benefit 
application form from our website

The pilot has achieved a shift from 
56% unassisted online claims to 
93% unassisted online claims.  

 Delivered an IT training course in 
partnership with Central College 
Nottingham 

Four customers were trained in 
summer 2013. The course lacked 
success as a standalone trail due to 
the small number of attendees.  
However the concept of offering IT 
training was proved  

 Purchased software to make 
signing up for online account 
management of Housing Benefit 
and Council Tax accounts easier

155 new accounts were created in 
the new software.

Improved the dropout rate for the 
registration process from 77% prior 
to the improved process to just 46% 

 Marketing campaign – Don’t stand 
in line – do it online’ to encourage 
online use

After a leaflet promoting self-service 
was enclosed with all council tax 
bills, hits to the self-serve website 
increased by around 60-70 hits per 
month.

Partnerships

What we have done Outcome
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What we have done Outcome
 Welcome two JobCentre plus (JCP) 

advisors working from the customer 
contact centre

 Integrated services through job 
shadowing and being able to offer 
basic JCP service and make 
appointments to see JCP advisors

 Aided JCP advisors through 
technology providing a better off in 
work calculator and universal job 
match functionality on the self-
service terminals

 Ran a jobs fair in partnership with 
JCP

Since JCP collocated in January 
2013 they have seen 162 customer 
face to face and taken 137 
telephone calls whilst at the RCCC

Jobs fair was attended by 1200 
jobseekers and over 30 employers
86% of attendees said they found 
the event useful and 98% would 
attend a future event.  Exhibitors 
reported lots of interest with many 
receiving over 50-80 applications 
on the day

 Co-located with Citizens advice two 
days per week

83 customers have accessed CAB 
services since they co-located in 
April 2013

 Co-located with Central College 
Nottingham 1 day per week

Customers have access to training 
courses and advice and help with 
CV writing skills
Delivered an IT training course in 
partnership with Central College 
Nottingham

 Establish close working relationship 
with Nottingham Credit Union 
(NCU)

Customer service advisors have 
been trained on how to open NCU 
bank accounts for customers and 
the Credit Union have been 
delivering services from our centre 
one day / week since 3 March 2014 
Approximately 13 accounts have 
been opened as a result.

 Strengthened exiting partnerships 
with Metropolitan housing through 
their financial inclusion officer

We have secured an undertaking 
from Metropolitan Housing  future 
debt management and money 
management courses run by the 
Housing association will be opened 
to all Rushcliffe residents

 Two partnership workshops in June 
and October

Identifying vulnerability
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What we have done Outcome
 Surveyed 256 new housing benefit 

claimants and 3017 existing 
housing benefit claimants to 
establish what support they felt they 
would need when UC is rolled out

22% of new claims felt they need 
help to apply on line
50% of existing claimants felt they 
need help to apply on line
5% of claimants don’t have a bank 
account for UC to be paid into
30% of existing claimants want help 
with budgeting.  As a result of this 
finding we have established a 
partnership with the 
Nottinghamshire Credit Union who 
can help these customers in the 
future when UC is rolled out.

 Used Experian mosaic data 
mapping to identify vulnerable 
customers (mosaic is a powerful 
database that classifies customers into 
categories based on their habits and 
circumstances.  It enables you to 
understand your customers in depth and 
detail and to establish ways to 
communicate with them in the most 
effective ways)

Data on customers who are likely to 
be vulnerable and how best to 
contact them
Developed a draft vulnerability 
strategy and action plan on how to 
help customers when UC is rolled 
out

 Trialled joint interview with partners 
for housing benefit Claimants 
effected by benefit cap

5 out of 11 claimants affected by 
the benefit attended a joint 
interview with our partners. One of 
these claimants had a super 
outcome, securing training from the 
college and a job placement 
through JCP from just the joint 
intervention.
Take up was low but proof of 
concept was proven.

Top learning tips for other councils
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Key lessons from the pilot activity are:-

Online and channel shift
 Moving people online takes time –around 12 months to be successful.  

Marketing and encouraging visitors to use self-service terminals when they 
come to the Council is a must. 

 Self-service interfaces need to be user friendly and access to email is essential 
so customers can use sites such as universal job match 

 IT training courses help customers to gain skills and confidence to use self-
service.  Courses need to be succinct and held at suitable, local, accessible 
venues

 If paper forms are removed, customers will use the online versions.  In our 
experience many will manage to make on-line claims of their own (84%) but 
some will need help (16%)

 Moving customers online is a culture shift for staff and customers
 Full housing benefit channel shift won’t be possible until such time as a solution 

to electronic verification of evidence and documents can be found.  
 Training customer service advisors on how to complete online forms takes 

around 1.5 - 2 hours per advisor.

Partnerships
 Forming partnerships and ways of delivering services together is time 

consuming. It also takes constant review and commitment to get it right but 
joined up services do provide a better outcome for the customer

 Getting the right IT for partners is vital - enough internet points, quick enough 
broadband and configuring firewalls to enable data flow from one trusted 
organisation to another.

 Using surveys to learn what help your claimants need helps to identify partners 
that can provide solutions. Understand your customer demographic and design 
the service to fit.

 Constant marketing is necessary to make customers aware of new services 
available.  We saw peaks when we marketed and dips between campaigns.

 Overcoming data sharing is key to full integration of services.

Vulnerability
For Rushcliffe, a rural mainly affluent borough with pockets of deprivation

 About 5% of claimants didn’t have bank accounts.  Have a solution in place to 
help them

 About 50% of claimants are likely to need support with applying online – 
probably about 14%-20% will need extensive support.

 About 30% of claimants are likely to need help with budgeting skills.
 Know your vulnerable customers.  For smaller authorities surveys of your 

existing claimants is likely to provide sufficient knowledge to help identify and 
tackle vulnerability.  For larger authorities, mosaic mapping may provide further 
intelligence.

 Only 28% of customers we surveyed were aware that they will have to apply for 
universal credit online.  Marketing will be needed once the UC roll out 
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programme is known to ensure customers know that they need to apply and 
where they can get help if needed.  

What next

We are maintaining our relationships with our new partners to ensure that 
enhanced service delivery for Rushcliffe residents remains available.  We still host 
the JCP and the CAB in our contact centre and are continuing to work with the 
Nottingham Credit Union to see if we can offer a greater package of services from 
our customer contact centre.  The local college have moved out of the centre but 
we maintain regular contact and can still refer customers or arrange joint 
interventions at our centre if that is more appropriate.  As a result of improved 
partnership relations established during the pilot we are now working with our 
housing provider to trial paying housing benefit direct to the tenant.  We are also 
exploring opportunities to work with two neighbouring authorities to roll out our 
partnership and self service delivery model.  

Links and contact details – 

Link to Rushcliffe self-serve website
www.rushcliffe.gov.uk/selfserve

Contact details:
David Mitchell, Executive Manager Communities Tel: 0115 914 8267. Email 
dmitchell@rushcliffe.gov.uk

http://www.rushcliffe.gov.uk/selfserve

