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INTRODUCTION

1.
This document outlines and updates the e-Business Strategy of the Department for Social Development and describes the Department’s progress towards meeting the Electronic Service Delivery (ESD) targets agreed by the NI Executive in July 2001. These targets were that by 31 December 2002, 25% of Key Services should be capable of being delivered electronically, and by 31 December 2005 this should rise to 100%.

EXECUTIVE SUMMARY
2.
This is the Department’s first revision of its original e-Business Strategy and contains a number of improvements which will help ensure that the Department’s Key Services are e-enabled by the end of 2005.

3.
The concept of developing the e-Business Strategy around “Themes” has been modified and in this revision the strategy now identifies the Department’s Key Services (ie the internal/corporate enabling processes and the citizen-facing services which are provided) and states a key service vision (ie what we aim to achieve by the end of 2005) for each.

4.
At December 2002, the first checkpoint for progress, the Department reported that it had already achieved 60%, well ahead of the 25% target. This position has been built upon and at January 2004, the estimated progression to achieving the vision of each key service is at an average of 91% (as measured by the eGovernment Unit’s online monitoring system), with 6 of the 15 key services at 100%. 

5.
The strategy now also contains, where appropriate, a list of outstanding actions and interim targets for each Key Service to meet for the 2005 deadline. In addition, however, since innovations in ICT infrastructure and NICS-wide developments continue to open up new opportunities, the strategy, where appropriate, identifies further work for those areas which have achieved the originally stated position but which will enhance the e-delivery of the Department’s business. In that sense the strategy has become dynamic rather than static.

CONTEXT OF THE DEPARTMENT’S BUSINESS

6.
The Department comprises four high-level business areas, namely:  
(
Resources, Housing and Social Security Group (RHSSG);

(
Urban Regeneration and Community Development Group (URCDG);

(
Social Security Agency (SSA); and 

(
Child Support Agency (CSA);
and is also responsible for a number of Non-Departmental Public Bodies and Independent Statutory Bodies. In addition there is a small Central Policy and Co-ordination Unit under the direct control of the Permanent Secretary.

DSD Business Model

7.
The top level business model below shows the main organisational components of the Department, and the outputs.  It also serves to illustrate the Department’s mission: Together, tackling disadvantage, building communities.
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Resources, Housing and Social Security (RHSS) Group

8.
The RHSS Group negotiates and manages the allocation and control of the Department’s resources, and provides corporate personnel services across the Department. The Group is also responsible for the formulation and development of policy and legislation in the areas of social security, pensions and child support.  Working with the Housing Executive, housing associations and other bodies the Group is responsible for informing and directing social housing policy in Northern Ireland and for the preparation of associated legislation.  

Urban Regeneration and Community Development (URCD) Group

9.
The URCD Group is responsible for the development of policies and strategies, and the implementation of programmes, to target social need by addressing the social, economic and physical regeneration of cities, towns and villages in Northern Ireland. These programmes are funded from a variety of sources including mainstream expenditure, the International Fund for Ireland (IFI) and EU Structural Funds (PEACE II, URBAN II, BSP) and are implemented by a range of organisations including local councils, Local Strategy Partnerships, the Laganside Corporation, voluntary bodies, and other co-operatives involving Government and the voluntary, community, private and local government sectors. The URCD Group is also responsible for a range of social legislation issues such as liquor licensing, street trading and gaming. The Voluntary and Community Unit serves as the focus for dealings between Government and the voluntary and charity sectors in Northern Ireland. 

Social Security Agency (SSA)

10.
The SSA administers the full range of social security benefits for Northern Ireland, in parity with the rest of the United Kingdom, through a network of local and central offices. The SSA also provides services under contract to the Department for Work and Pensions in Great Britain through the Paid Order Unit and the Belfast Benefits Centre. 

Child Support Agency (CSA) 

11.
The Northern Ireland CSA provides services for the assessment, collection and payment of child maintenance for Northern Ireland, in parity with the rest of the UK. The CSA also provides these services under contract to the Department for Work and Pensions for parts of eastern England.

Non-Departmental Public Bodies (NDPBs)

12
A number of NDPBs are sponsored by the Department. There are two executive NDPBs namely, the Laganside Corporation and the Northern Ireland Housing Executive (NIHE). In addition there are three advisory NDPBs namely, the Charities Advisory Committee, the Disability Living Allowance Board and Vaughan’s Charity. 

Independent Statutory Bodies

13.
The Office of the President of The Appeals Service deals with appeals against decisions taken by the Social Security Agency on benefits and pensions, and by the Child Support Agency in relation to Child Support. The Office of the Social Fund Commissioner reviews decisions made by the Social Security Agency on applications to the Social Fund for assistance. 

Scope of the Strategy

14.
This Strategy covers only the work of the Department’s four main businesses and the infrastructure elements of the Central Policy and Co-ordination Unit. It is the responsibility of the NDPBs and other Statutory Agencies to formulate their own e-business strategies as appropriate.

THE DEPARTMENT’S  BUSINESS OBJECTIVES

15.
DSD’s main business objectives, as outlined in the Public Service Agreement for 2004-2006, are summarised in the following paragraphs.

Aims and Objectives

16.
The overall aim of the Department is “together, tackling disadvantage, building communities”. In pursuing this aim, the key objectives are:

•
to provide a fair system of financial help to those in need and to ensure that parents who live apart maintain their children; encouraging personal responsibility and improving incentives to work and save;

•
to promote measurable improvements to housing in Northern Ireland; and

•
tackling disadvantage amongst individuals, communities and neighbourhoods, with particular emphasis on greatest need and encouraging, developing and supporting community development.

Welfare Reform and Modernisation

17.
The Government is committed to a major Welfare Reform and Modernisation Programme based on the general principle of work for those who can and support for those who cannot. The programme is a major step towards:

•
Increasing economic activity;

•
Reducing the number of workless households; and

•
Encouraging more people to take up work.

18.
At the same time the Government is committed through changes in the welfare system to ensure that those who cannot work have a decent income and provision is made for today’s and tomorrow’s pensioners. The Department will promote security and independence for pensioners by the payment of Pension Credit and promote financial inclusion so that by December 2005, 85 per cent of all Social Security Agency customers have their benefit paid directly into their Post Office or Bank accounts.

19.
The improved outcomes will be delivered through the Social Security Agency’s Pensions Service, its Disability and Carers Service and its Jobs and Benefits Service. The latter is administered jointly with the Department for Employment and Learning.

20.
An integral aspect of the Welfare Reform and Modernisation Programme are the Child Support Reforms. These aim to contribute to the reduction of child poverty by ensuring that maintenance is more effectively collected and delivered to children.

Housing

21.
The Government is undertaking a review of the number of new social houses that need to be built annually to meet current and future demand as well as carrying out a review of homelessness. In partnership with the Northern Ireland Housing Executive, the Registered Housing Associations and the voluntary sector, the Department will make provision for affordable low-cost accommodation for 12,000 people and maintain housing fitness levels at 95 per cent in each year. Additional resources will be made available to the Social Housing New Build programme in order that assessed needs can be met. Provision will also be made to address Homelessness, the needs of the Travelling Community and to sustain the effort to reduce fuel poverty.

Urban Regeneration & Community Development

22.
“People and Place – A Strategy for Neighbourhood Renewal” provides a framework to tackle deprivation in the most disadvantaged neighbourhoods and complements other strategies to tackle poverty and disadvantage more generally in Northern Ireland over the next seven to ten years. The primary outcome is to narrow the gap between the top 10 per cent deprived wards in Northern Ireland and the remainder. The Ministerial Group for Neighbourhood Renewal will provide a means to allow Departments to work together in harnessing their existing initiatives and programme spend in the most disadvantaged areas and to work together on new cross-cutting initiatives. The strategy envisages a partnership approach, working with local communities, the full range of statutory agencies, the private sector and the voluntary and community sectors in an integrated way in pursuit of:

•
Community Renewal – to develop confident communities that are able and committed to improving the quality of life in the most deprived neighbourhoods;

•
Economic Renewal – to develop economic activity in the most deprived neighbourhoods and connect them to wider urban economy;

•
Social Renewal – to improve social conditions for the people who live in the most deprived neighbourhoods through better co-ordinated public services and the creation of safer environments; and

•
Physical Renewal – to help create attractive, sustainable environments in the most deprived neighbourhoods.

23.
This approach  will ensure that these issues are tackled in an integrated manner and that real improvements are made over a sustained period of time. At Neighbourhood level, the Neighbourhood Partnership Boards will provide a vehicle for a range of bodies to provide linkage between key statutory agencies and the local Community. The Department’s Voluntary and Community Unit will work with all other Government Departments to implement ‘Partners for Change – Government’s Strategy for Support of the Voluntary and Community Sector’. They will work to enhance the capacity of the voluntary and community sector to inform government policy, to champion the needs of the socially excluded and to work for greater equality and social inclusion.

24.
The Department is also supporting the work of the Task Force on Resourcing the Voluntary and Community Sector and will continue with its reform agenda in order to improve the quality and efficiency of services to the public.
e-BUSINESS STRATEGY

The Departmental e-Business Vision and Strategic Themes

25.
The Department’s first e-Business Strategy was published in September 2001 and was based on the Department’s  June 2000 Information Systems (IS) Strategy. This  identified eleven themes of IS/IT related groupings of developments and other changes which would help to take the organization forward in pursuit of its business strategy and objectives. These themes were:

· Strategic Management of IS/IT

· Corporate Capabilities

· Support for Devolved Government

· Modernising Government

· Welfare Reform Programme

· Regeneration Administration

· Support for the Voluntary Sector

· DSD relationship with NIHE

· Performance Measurement

· Exploitation of Current IT

· IT Service Delivery
26.
This revised e-Business Strategy incorporates the principles  of these eleven themes but, to focus attention on services to the citizen, the revised strategy has been restructured around the Key Services which the department delivers. This approach is consistent with the NI e-Government Unit’s monitoring of  NICS departments’ Electronic Service Delivery Targets. 

27.
The overall e-business vision for the Department is:

Following the principles of Modernising Government, ICT will be used to make DSD services available to the public and to improve internal efficiencies and effectiveness:

· For social security and child support, this will be done through the medium of the Welfare Reform programme; 

· In the housing sector, the ICT links between NI Housing Executive and the Department will be strengthened;

· ICT will be used to foster the relationships between the Department and the Voluntary Sector, and with community partnerships, engaged in urban regeneration schemes;

· DSD will work with the other NICS Departments to develop the use of ICT for conducting internal business.

28.
To take forward this vision we have identified 15 Key Services for which DSD is responsible, along with a statement of what we aim to achieve for each, in e-business terms, by the end of 2005. These have been grouped within the Core Department Business Areas and the two Agencies.
Core Department Business Areas – Key Services & e-Vision

29.
Core Department Business Areas’ (including corporate functions) Key Services, and the vision for how these services will be delivered by the end of 2005, are:


(
Administration of funding for Urban Regeneration and Community Development 

	Information about the funding available, and the processes for funding applications and allocations, will be made available online.


(
Corporate services to DSD and liaison with the other NI Departments 

	Effective ICT systems within DSD, accessible by all who need them, will support internal and external communication and information sharing, and the delivery of common business applications. There will be improvements in information management to meet the needs of government, principally through use of the Knowledge Network.


(
Publication of information about the Department 

	All relevant information about the Department and its services will be published online as a matter of course.



(
Development of policy and legislation relating to the Department’s areas of responsibility 

	All DSD consultation documents, and legislation and  guidance relating to social security and child support, will be available online.  


Social Security Agency – Key Services & e-Vision
30.
SSA Key Services, and the vision for how these services will be delivered by the end of 2005, are:


(
Assessment and payment of social security benefits

	Social Security operations will be supported by a sophisticated array of computer and telephony systems, geared towards helping us to meet the needs of our clients. The majority of payments will be made through Automated Credit Transfer. 


(
Provision of advice and information about social security benefits

	Advice and information about social security will be provided to clients through a range of outlets which will include Internet, telephone and face-to-face services. 


(
Support for people in getting employment

	Job and benefit services will be integrated, through joint-working with the Department for Employment and Learning, to provide a comprehensive service to clients.


(
Handling of reviews and appeals

	Reviews and appeals processes will be supported by effective ICT systems.



(
Prevention and detection of benefit fraud, prosecution of offenders and recovery of benefit paid incorrectly

	Anti-fraud work will be supported by effective ICT systems.



(
Recovery of  benefit paid in compensation cases

	Compensation recovery work will be supported by effective ICT systems.



(
Assessment of  the financial circumstances of people applying for legal aid

	Legal Aid assessment work will be supported by effective ICT systems.



(
Provision of agreed services to the Department for Work and Pensions in Great Britain

	The Digital Office Infrastructure will be fully implemented to support the provision of services to DWP.


Child Support Agency – Key Services & e-Vision
31.
CSA Key Services, and the vision for how these services will be delivered by the end of 2005, are:

(
Establishing child support

	The Digital Office Infrastructure and the new Child Support Computer System will be fully implemented to support the establishment of child support.


(
Maintaining child support 

	The Digital Office Infrastructure and the new Child Support Computer System will be fully implemented to support maintenance of child support cases, and Automated Credit Transfer will be the primary means of handling payments from and to parents.


(
Provision of agreed services to the Department for Work and Pensions in Great Britain

	The Digital Office Infrastructure will be fully implemented to support the provision of child support services to DWP.


Joint-working

32.
Many elements of the Department’s service improvement programmes involve working closely with other Departments and public sector bodies, as well as with private and voluntary sector organisations:

	Element
	Joint-working with

	Jobs and Benefits
	Department for Work & Pensions, Inland Revenue, Department for Employment & Learning, Rate Collection Agency, etc

	Child Support
	Department for Work & Pensions

	Community Development
	Voluntary & Community Sector groups and organisations, other NICS Departments, Local Councils, etc

	Urban Regeneration
	Voluntary & Community Sector groups and organisations, other NICS Departments, Councils, etc

	Housing
	NI Housing Executive, Housing Associations, etc



DSD e-business activity in relation to social security and child support will be undertaken in conjunction with, and to a substantial degree governed by, the Department for Work and Pensions in GB.

Service Delivery Channels

33.
A major element of the Department’s service improvement work involves ensuring that improvements are citizen-focussed, that citizens are consulted, and that services are flexible and geared toward meeting actual citizen requirements.

34.
In seeking every opportunity to utilise ICT in the delivery of services, the Department has always clearly understood that electronic delivery is just one of the service delivery channels at its disposal, and that the nature of the services delivered will, in many cases, continue to require a substantial degree of person to person interaction involving either telephone or face-to-face communications. In these cases the electronic element of service delivery may be in support of the “back-office” operations. Nevertheless electronic facilities do already, and will continue to, underpin all areas of the Department’s business.  The Department is also, in conjunction with other Departments, examining the potential for delivering its services using developing technology such as interactive Digital TV (iDTV) and Kiosks.

Public Consultation

35.
Consultation with the consumers of our services is a particularly important aspect of the DSD approach to service delivery. The Social Security Agency, in addition to monitoring levels of customer satisfaction twice a year using the independent Omnibus Survey, has introduced complementary local surveys and is developing a Customer Involvement Framework to provide customers with the opportunity to voice their opinions on how services can be improved. In January 2004 the Department published two consultation documents on its website relating to Customer Service (Access to Social Security Benefits) and the Benefit Take-Up Strategy.  

 Linkages with OnlineNI

36.
The Department’s Service Delivery Agreement (SDA) contains the following target: “To ensure that all key public service are capable of electronic delivery by 2005, DSD will participate fully in the E-Government Board and associated initiatives, including the development of an NI Government e-business strategy and implementation plan.” In furtherance of this objective DSD will continue to participate fully in all e-Government Board activities and in the cross-departmental initiatives sponsored by the Board (e.g. Windows 2003 Implementation, EDRMS, Broadband Aggregation, etc). 

37.
The Department will continue to ensure that DSD e-business activity complies with the general direction outlined in OnlineNI, and that as far as possible e-business planning is incorporated into normal business planning.  

e-Business Strategy Management

38.
Strategy management is l the responsibility of the Departmental Board. The Core IT Executive Committee, and the management boards for the SSA, CSA and NIHE, have executive responsibility for the development and implementation of e-business programmes and projects for their respective areas. An e-Business Monitoring Group, chaired by the DSD representative on the NI e-Government Board, oversees and co-ordinates e-business activity within DSD.

Resources

39.
e-Business developments are being taken forward within the context of DSD’s overall business plans, with little or no additional funding available specifically for e-business projects, and indeed against a background of ongoing DRC pressures. The DSD focus has been and will continue to be on ensuring that resources are used appropriately, targeting the most important services and achieving best value for money in respect of all investments.  

PROGRESS AT JANUARY 2004 AND ACTIONS FOR 2004 AND 2005
Progress at January 2004

40.
Overall, since the ESD targets were set, DSD has made excellent progress towards meeting those targets and delivering its e-business strategy.  Corporate operations are now supported by an extensive network of information technology and information systems which are used by all staff on a daily basis. The main public services (social security and child support) rely heavily on the use of computer systems and telephony, although a high level of person to person contact is, and will continue to be, a feature of these services. The Department also has a well developed website which is updated regularly and which carries a vast amount of information and publications.

41.
The complexity of most of the key services provided by DSD business areas does not allow for a simple reporting of progression from web publishing, through one-way and two-way transactions, to full service integration. Although targets have been set and monitored in relation to certain aspects of electronic service delivery, such as payment methods, the overall emphasis of the Department’s programme is to improve services and provide them in a manner that most suits the citizen. Obviously, a key constraint in this area continues to be the availability of access to electronic facilities by the Department’s clients, particularly in relation to social security and child support, and the willingness of clients to use those electronic facilities already provided.

42.
Social security and child support services continue to be modernised in the context of the Welfare Reform programme which involves partnership working between DSD and a number of other NI Departments and NDPBs, particularly the Department for Employment and Learning, the Rate Collection Agency, the NI Housing Executive,  and also the Inland Revenue and the Department for Work and Pensions in GB. Part of this modernisation work involves the development and use of all available service channels including, of course, electronic service delivery. Overall progress in relation to these services in Northern Ireland is tied to progress in the UK as a whole, as the main operational systems for social security and child support are controlled by the Department for Work and Pensions in GB.    

43.
With so many of the Department’s service delivery arrangements already computerised or telephone-based to a substantial degree, the Department’s overall approach is to continue to modernise existing systems, and replace any remaining paper-based systems, where this can be shown to be worthwhile in terms of improved service to the public, improved efficiencies, and reduced costs.

44.
Two of the fundamental principles of e-government are that the citizen should have a choice of methods of interfacing with government, and the convenience of being able to decide when and where to do so. These principles will continue to influence DSD activity in relation to electronic service delivery.

45.
Of the 15 Key Services for which DSD is responsible all have been e-enabled to a significant degree, with a substantial volume of publications on the DSD website and extensive use of telephony and computer systems for dealing with social security and child support business. The Department’s business plans for 2004 and 2005 are geared towards improving all aspects of service delivery by utilising all appropriate service delivery channels. 

Reporting to NI e-Government Unit

46.
The NI e-Government Unit of OFMDFM is responsible for monitoring the overall achievement of e-business enabling across the NICS and has developed a centralised monitoring and reporting template which collates Departments’ progress. The main features comprise a statement of each Department’s key services and the level of completion against the 2005 deadline. There are three measurements – ie against “web Publishing”, “1-way transactions” and “2-way transactions”. As at January 2004, DSD is recorded as having 15 Key Services, 6 of which are “completed”, with an average progress of 91% across all 15.

Actions for 2004 and 2005

47.
The Department remains committed to the goal of achieving the maximum possible electronic capability in relation to its Key Services by the end of 2005, is making good progress, and is confident that this goal will be met.

48.
For each of the 15 Key Services the e-business vision, the main elements of progress, and the plans for further improvements during 2004 and 2005, are summarised in tabular form at Appendix I. These actions will be monitored on a ongoing basis and developed as necessary.
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Appendix 1

	Core Department Key Services


	What we aim to achieve by the end of 2005
	Activity Area / Service Delivery Channels
	Position at January 2004
	Actions & Targets for 2004-2005

	Corporate services to DSD and liaison with the other NI Departments
	Effective ICT systems within DSD, accessible by all who need them, will support internal and external communication and information sharing, and the delivery of common business applications.
	DSD internal corporate operations
	· ICT and e-Business strategies developed

· Annual ICT work programmes to develop infrastructure and internal systems

· Internet, email and standard office automation facilities provided for all staff

· DSD Intranet implemented


	· ICT work programmes for 2004-2005 will continue to maintain the office automation infrastructure and develop systems to improve internal efficiencies and effectiveness in core business areas.

	
	There will be improvements in information management to meet the needs of devolved government. The principal means of this will be the Knowledge Network.
	Working with other Departments
	· Joint ICT service provision arrangements established with DHSSPS

· Joint DHSSPS/DSD Network accredited and connected to the PSN

· DSD participating fully in the work of the NICS e-Government Board

· Knowledge Network facilities implemented
	· DSD will continue to work with the NICS e-Government Board and participate with the other Departments in related developments such as EDRMS, e-HR, etc.

	Publication of information about the Department
	All relevant information about the Department and its services will be published online as a matter of course
	Information publication
	· DSD has a well developed and well maintained Internet website. Which is updated regularly with information about the Department and its services. 
	· The DSD Internet site will be developed further to improve content,  content management and linkages to OnlineNI.

	Development of policy and legislation relating to the Department’s areas of responsibility
	All DSD consultation documents, and legislation and  guidance relating to social security and child support, will be available online.  
	Policy development and consultation
	· All consultation documents are being published on the internet, and a  website facility for providing comments online has been implemented.

· Departmental legislation databases, containing large volumes of material, are published on the internet.
	· DSD will continue to seek the views of the public through internet publications.

· Presentation of the legislation databases on the internet will be improved through a re-design exercise.


	Administration of funding for Urban Regeneration and Community Development
	Information about the funding available, and the processes for funding applications and allocations, will be made available online. 
	Urban Regeneration
	· DSD is using the online system developed in 2001-2002 by DFP for certain EU Structural Funds.
	

	
	
	Voluntary and Community Sector
	· A new online system has been developed for the provision of information about Voluntary & Community Sector organisations, funding available, funding applied for and funding granted. 

· This development has involved close cooperation with the NI Council for Voluntary Activity and with the other Departments and bodies who will eventually make use of the system. 
	· Full implementation of the V&CS online system by DSD and the other Departments and funding bodies will be taken forward during 2004-05.  


	Social Security Agency

Key Services
	What we aim to achieve by the end of 2005
	Activity area / Service Delivery Channels
	Position at January 2004
	Actions & Targets for 2004-2005



	Assessment and payment of social security benefits
	Social Security operations will be supported by a sophisticated array of computer and telephony systems, geared towards helping us to meet the needs of our clients. The majority of payments will be made through Automated Credit Transfer.
	1  Benefit Assessment carried out through the following combination of service delivery channels:

· Telephone

· Post

· Face-to-face

· Online

· Home Visits

2  Benefit Payment carried out using the following methods:

· Automated Credit Transfer

· Post


	1  Benefit processing and payment functions are almost entirely computerised. 

2  100% ESD capability for Retirement Pension Customers through the Retirement Pensions Teleclaims service.

3  100% ESD capability for State Pension Credit Customers through the Pensions Service contact centre based in Carlisle House, Londonderry

4  100% ESD capability for Incapacity Benefit customers through the Benefit Enquiry (BEL) Line.

5  100% ESD capability for Disability Living Allowance/ Invalid Care Allowance/ Attendance Allowance via the Disability & Carers Service based in Castle Court, Belfast.

6  Telephone/Postal claim taking with enhanced ICT support (via Customer Relationship Management (CRM) systems) now available for:

· Disability & Carers Customers

· Pension Age Customers

7  As of 28th November 2003 - 52% of customers have applied to be paid by ACT. On target to achieve ACT payment dates as set out under planned developments


	1  SSA technical infrastructure presently undergoing a major upgrade. Currently 2000/5000 workstations rolled out. Completion date June 2004.

2  Jobs and Benefits project continues to roll out a joint joined-up job brokering and benefits service to working age customers via a network of co-located offices. Currently 20/35 offices rolled out. Completion date April 2006.  

3  ESD support for Working Age customers currently being considered as part of joint service delivery plan with Department for Employment & Learning (DEL). Target date for availability of enhanced ICT support remains December 2004.

4  Browser based facilities are currently being rolled out (in line with the EOI rollout) which provide staff with secure access to Inland Revenue and Child Support Agency systems in order to provide Tax Credit and Child Support services in local offices. Target date for completion remains June 2004.

5  Telephone based pilot project (using CRM system) for Social Fund customers currently underway in 1 Social Security Office.

6  Face-to-face based pilot project (using CRM system) for Jobs and Benefits customers currently underway in 1 Jobs and Benefits Office.

7  Targets for payment by ACT:

· 65% by March 2004

· 75% by March 2005

· 100% by March 2006

8  Targets for payment by post:

· 35% by March 2004

· 25% by March 2005

· 0% by March 2006

9  Browser based services are being rolled out (in line with EOI rollout) which provide staff with facilities to verify bank account details in local offices. Target date for completion remains June 2004. 



	Provision of advice and information about social security benefits;
	Advice and information about social security will be provided to clients through a range of outlets which will include Internet, telephone and face-to-face services.
	1  Advice and information are provided through a range of media which include:

· Telephone

· Online

· Face-to-face

· Post
	1  SSA Internet site redesigned and launched in April 2003. 

2  A comprehensive range of information on all social security benefits is published on the website

3  All information leaflets are available online.

4  All benefit forms are available online (for printing).  This excluding those that are issued by the benefit branch as an integral part of the claim process. 

5  All Social Security Agency reports are available online. 

6  New area developed for Phone Services giving details of all telephone services the Agency offers including  the Benefit Enquiry Line, Disability & Carers centre and Pensions Service lines 

7  New areas were developed on the site in 2003 to support Direct Payment and Pension Credit.

8  The site gained the Internet Crystal Mark for its use of plain English.  It is the only NI based Internet site approved by the Campaign for Plain English.

9  The site now has BOBBY approval.

10  The website carries all press releases and notifications of benefit uptake events and is used extensively to promote new advice, information and services.


	1  A Pension Credit Calculator will be available on the Internet site by April 2004.

2  A browser based Benefit Calculator facility will be available to staff in local offices by Summer 2004.

3  The Internet site will be re-designed to improve access especially for those with a visual impairment to reach RNIB See it Right standard.

4  Discussions currently taking place with NI e-Government Unit in relation to the provision of benefit information for use on interactive Digital Television (iDTV)

5  Discussions currently taking place with NI e-government unit in relation to the provision of benefit information for use on Post Office (PO) kiosk pilot. 

	Support for people in getting employment
	Job and benefit services will be integrated, through joint-working with the Department for Employment and Learning, to provide a comprehensive service to clients.
	1  Job advice and assistance provided through the following service delivery channels:

· Face-to-face

· Online
	1  Jobcentre Online website

2  Job & Opportunities kiosks available in all Jobs & Benefits Offices

3  Information on New Deal and Work Incentive Schemes published on website
	1  SSA and DEL are working to integrate Jobs & Benefits offices to provide joint services with much enhanced ICT support by June 2004.


	Handling of reviews and appeals
	Reviews and appeals processes will be supported by effective ICT systems.
	1  Dealings with all of those involved in reviews and appeals is carried out using:

· Post

· Face-to-face


	1  Information on processes for appeals and disputes published on website

2  Back-office operations supported by ICT facilities and systems.
	The public-facing aspects of this service will continue to be delivered mainly using the Post and Face-to-Face service channels.

	Prevention and detection of benefit fraud, prosecution of offenders and recovery of benefit paid incorrectly
	Anti-fraud work will be supported by effective ICT systems.
	1  The following methods are used in carrying out fraud, prosecution and benefit recovery activities:

· Post

· Telephone

· Home Visits

· Online


	1  New Fraud area published on website highlighting prevention, detection and prosecution.

2  Local and National Telephone Hotline available to report benefit fraud. Telephone details published on website.

3  Back-office operations supported by ICT facilities and systems.
	The public-facing aspects of this service will continue to be delivered mainly using the Post, Telephone, and Face-to-Face service channels.

	Recovery of  benefit paid in compensation cases
	Compensation recovery work will be supported by effective ICT systems.
	1  Dealings in compensation cases are carried out using:

· Post

· Telephone

· E-mail


	1  All Compensation Recovery leaflets and forms (for printing) are published on the website.

2  Back-office operations supported by ICT facilities and systems.
	The public-facing aspects of this service will continue to be delivered mainly using the Post and Telephone service channels.

	Assessment of the financial circumstances of people applying for legal aid
	Legal Aid assessment work will be supported by effective ICT systems.
	1  Legal Aid cases are progressed using:

· Telephone

· Post 

· Face-to-face

· Home Visits


	1  Information about Legal Aid including contact details published on website.

2  Back-office operations supported by ICT facilities and systems.
	The public-facing aspects of this service will continue to be delivered mainly using the Post, Telephone,  and Face-to-Face service channels.

	Provision of agreed services to the Department for Work and Pensions in Great Britain


	Service delivery continues to be governed by the requirements of the Department for Work and Pensions. The Digital Office Infrastructure is being implemented to support these operations.


	Child Support Agency

Key Services
	What we aim to achieve by the end of 2005
	Activity Area / Service Delivery Channels
	Position at January 2004
	Actions & Targets for 2004-2005

	Establishing child support  
	The Digital Office Infrastructure and the new Child Support Computer System will be fully implemented to support the establishment of child support.
	The main means of communicating with clients are:

· Telephone

· Post

· Online

· Face to face
	Extensive information about child support, including advice on appeals procedures, is published on the CSA website. The internet site was updated to include a maintenance calculator for our customers.

Extensive use of advanced telephony services was introduced during 2003, to support the CS2 computer system.

We continue to use Positive Customer Contact to gather and exchange information with clients (along with extended opening hours on weekdays and at weekends)
	The website is piloting a new content management system for the Department.

We will continue to roll out the telephony services and improve them 

Continued development of Positive Client Contact based on telephony and extended office hours



	Maintaining child support  
	The Digital Office Infrastructure and the new Child Support Computer System will be fully implemented to support maintenance of child support cases, and Automated Credit Transfer will be the primary means of handling payments from and to parents.
	Maintenance functions are supported by the Child Support computer System

Payment functions are carried out using a combination of Post and Automated Credit Transfer
	The new Child Support Computer system - CS2 - was introduced in March 2003 for new rules cases

Under our payment modernisation programme we are moving towards move extensive use of electronic payment (direct payment)

All staff now have access to the internet and email facilities. This has provided us with more options in tracing non resident parents.

There is also the facility to view data held on the Inland Revenue computer system
	The target for next year is to stabilise the new systems and continue to bed them in successfully.
Direct payment for new scheme cases will commence on 30/04/2004



	Provision of agreed services to the Department for Work and Pensions in Great Britain.
	The Northern Ireland CSA provides services to the Department for Work and Pensions and relies almost entirely on the DWP for its IT systems. All developments in NI in relation to ESD, therefore, will be taken forward in conjunction with DWP.  The Digital Office Infrastructure and the new Child Support Computer System will support these operations.
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