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FOREWORD BY THE CHIEF EXECUTIVE
I am pleased to present the Social Security Agency’s Business Plan for 2010 – 2011.

The year ahead presents further new challenges and an even more demanding operating and constrained financial environment. The Agency’s five key priorities for the year ahead are intrinsically linked to the actions we will take to deliver our Public Service Agreement commitments and legal requirement to process all claims to benefit.  They are therefore consistent with last year. 
In recognition of the difficult and challenging operating and financial environment, the focus for the year ahead must be on living within our allocated resources, delivering our statutory functions, and modernisation initiatives required for business sustainability, whilst striving to maintain the levels of performance achieved during 2009-10 as far as possible. 
During 2010- 11 the Agency will continue its programme of modernisation and reform primarily driven by the need to maintain parity with counterparts in GB. 
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BRYAN DAVIS

Chief Executive

1. INTRODUCTION

The Social Security Agency is an executive agency of the Department for Social Development. 

The Business

The Social Security Agency’s main business is to:

· assess and pay social security benefits accurately and securely; 

· give advice and information about these benefits; 

· support people by helping them move closer to work;

· process benefit reviews and appeals; 

· prevent and detect benefit fraud, prosecute offenders and recover any benefit which has been paid incorrectly; 

· recover benefit paid in compensation cases;  

· assess people’s financial circumstances if they are applying for legal aid; and 

· provide services to clients in Great Britain on behalf of the Department 


for Work and Pensions. 

The Social Security Agency delivers its services to:

· the people of Northern Ireland, with a population of some 1.7 million; and

· the people living in 3 Districts within London.
Annex 1 provides more detail.

Our Organisation

The Agency is managed by a five-member Board as follows:
Chief Executive


Bryan Davis

Director of Operations
Dr Colin Sullivan 

Director of Business Development
Colum Boyle

Director of Finance and Planning
Joyce Bill

Interim Medical Standards Director 
Dr Brian Wallace 

2.
OUR VISION & VALUES

The Agency aims to provide a fair system of financial help to those in need.
Our vision is to deliver an accessible, trusted, efficient and high quality, customer focused welfare service in Northern Ireland, which will provide the right support to the right people at the right time.
To ensure the achievement of this vision, we work to values shared with our colleagues in the Department:

· Integrity;

· Political Impartiality; and

· Fairness.

This vision and these values will influence how we approach our task and how we deal with people inside and outside the Agency.

3.
GOVERNMENT PRIORITIES 

The Agency’s Business Plan has its origins in the Department for Social Development’s Corporate Plan. This plan sets out the key aims and objectives for the Department in the coming year and takes account of the Programme for Government 2008 - 2011 which outlines the Executive’s priorities and key plans for 2008 - 2011. Each Department takes forward planned outcomes for the citizen in the form of Public Service Agreements (PSAs). 

The Agency’s contribution to the delivery of the Department’s key targets and milestones is included within:

PSA 7 - MAKING PEOPLE’S LIVES BETTER

The Agency’s work is demand led and unavoidable as there is a statutory obligation to process all claims to benefits no matter how many or how complex. Ceasing to deal with certain claims is not an option in the event of inadequate resources or increasing workloads. In developing its key priorities for the year ahead, the Agency is cognisant of its requirements under the Programme for Government and statutory functions. The Agency recognises that payment of financial assistance to those who are entitled, in a timely manner is a critical underlying function of government, and links a myriad of common themes e.g. tackling poverty, public health and social inclusion.

The Agency is also aware that services must be delivered within the financial resources available.  Further reduction in resources and increases in demand may impact the ability to deliver benefits within the accuracy and clearance time targets.

The change in the economic environment during the latter half of 2008 generated an immediate and a significant increase in benefit registers, primarily job seekers allowance and related workloads.  The Agency is at the forefront of dealing with the effects of the recession by ensuring that those impacted received the financial assistance to which they are entitled in a timely manner.  The need for financial support will remain as the NI economy moves from recession and into recovery.  It is likely that it will take a considerable time for benefit registers to return to pre-downturn levels and this will remain a key factor of our operating environment for 2010-11 year and into the next spending review period.

The Agency must deliver its services to customers within the financial resources available under its spending review settlement. The spending review settlement for the period 2008-09 to 2010-11 reduced the Agency’s resources by some £26.5m in 2010-11.  The Agency will further be impacted by the increasing constraints on public finances and the impact of equal pay.  

In conjunction with delivering its core business of processing benefits, the Agency must progress its modernisation agenda, a fundamental in ensuring that delivery of benefits remains viable.

The Agency must therefore prioritise the delivery of its services as shown below:

	· Ensuring that benefit claimants receive the benefit payments to which they are entitled.

· Maintaining clearance times and financial accuracy levels for benefits.

· Continuing to modernise benefit services and maintain parity with the Department for Work and Pensions.

· Continuing the Agency’s Benefit Uptake Strategy.




4.
 OUR PRIORITIES

Strategic Context
There is no doubt that 2009 -2010 was a very challenging year for the Agency, as we strived to maintain the high quality of services to our customers, deliver a programme of change and modernisation, manage the impacts of the economic downturn, and assess and plan for the impacts of the new Government White Paper on Welfare Reforms, all within the financial landscape arising from the Budget Settlement 2008-11. This required the Agency to achieve efficiencies of 5% per annum which equates to a total reduction in the Agency’s spending power of £53.3m over the three year period.

Despite these challenges, early indications are that we are achieving or are on track to achieve the majority of our targets for 2009-10. In 2009-10 the Agency has also successfully implemented the new operating model for fresh claims to State Pension and State Pension Credit, rolled out standard operating models for Social Fund, continued progress on the Jobs and Benefits project and successfully embedded the new Employment Support Allowance.

2010-11 presents further new challenges and an even more demanding operating and constrained financial environment.

The Agency will continue its programme of modernisation and reform primarily driven by the need to maintain parity with counterparts in GB, and will continue to play a vital role in ensuring that those impacted by the economic downturn, receive the financial assistance to which they are entitled.

The Agency’s business is progressing through a substantial period of change, NI specific modernisation such as; Customer First which involves the development and implementation of a new service delivery model in the Agency’s local office network;  and Medical Support Services which will see a third party provision of medical expertise and services.
These will be delivered in tandem with the ongoing wider GB Welfare Reform and Modernisation agenda.

The majority of the Agency’s work involves the administration of UK wide benefit schemes which are governed by statutory and parity requirements. It relies on the Department for Work and Pensions (DWP) for its benefit systems in order to make payments to customers.  As a result of the extensive modernisation programme in DWP, the Agency is required to match any initiatives taken forward by GB to enable it to pay benefits to NI customers, and to account and plan for those benefits within the public expenditure system.  
The White Paper on Welfare Reform ‘Raising Expectations and Increasing Support - reforming Welfare for the future’ mentions some 60 measures of which approximately 40 will directly impact the Agency.  This includes the migration of Income Support / Incapacity Benefit claims to Employment Support Allowance. Also in parallel with DWP, the Agency has initiated a Pension Reform Delivery Project to take forward the introduction of changes which are being made to the State Pension system for people and particularly women. These changes are being introduced from April 2010.  

The Agency is also implementing the Central Payment System (CPS), a DWP led initiative which delivers an integrated accounting system replacing the current Programme Accounting Computer System (PACS).  Its primary functions will be to process benefit payments to customers in a safe, secure and timely manner and maintain proper accounting records for the related transactions.

In the year ahead the Agency will continue to transform its operational structures to deliver an organisation capable of ensuring long term viability, 

The Agency will be striving to deliver these against the financial environment and challenges of Budget 2009, and the wider financial constraints in the NI Block.  These are significant challenges to overcome.  The Agency has a statutory obligation to pay benefit; not paying our customers is not an option.  The Agency must therefore prioritise this in the delivery of our business within our allocated resources for the 2010-11 year.

We recognise that achievement of our business plan objectives depends on having a highly skilled and effective workforce and the changes highlighted above will have a direct impact on them. We will ensure that staff are given the right support and training and are in a position to deliver the high quality services our customers deserve.   This is the more prevalent in the midst of a number of major modernisation projects which will change the way we do business.  The Agency will strive to keep our staff informed and involved, in how we manage the forthcoming changes and challenges ahead.

The Agency’s five key priorities for the year ahead are intrinsically linked to the actions we will take to deliver our Public Service Agreement commitments and legal requirement to process all claims to benefit.  They are therefore consistent with last year. However, in recognition of the difficult and challenging operating environment, the focus for the year ahead must be on living within our allocated resources, and modernisation initiatives required for business sustainability, whilst striving to maintain the levels of performance achieved during 2009-10 as far as possible, 

Over the coming year the Agency will strive to deliver the following key priorities:  

· Maintaining customer service.

· Delivering benefit changes and improving internal processes.

· Managing the impact of the economic downturn on our business.

· Sustaining performance on fraud and error and debt recovery

· Encouraging benefit entitlement 

Moving forward, the climate in which the Agency is operating including additional reduced resources, increased benefit registers and implementing major reforms will create a significant challenge which may impact on our capability to deliver our objectives to the same standard and our ability to maintain the high quality of services to our customers.

Maintaining customer service

Our core aim is to deliver a reliable, responsive and respectful service to our customers. Agency frontline staff have the responsibility for assessing and paying social security benefits accurately and securely and they also deliver an information and advice service.  The Agency will continue to provide staff with the necessary training and skills to accommodate our customer needs.

The Agency is committed to its statutory obligation to process benefits and has established accuracy and clearance time targets across the main benefit areas to ensure delivery of this objective.   Accuracy and Clearance targets have been set at the same level as last year for all main benefits.  The Agency is cognisant that further reductions in resources may impact delivery on accuracy and clearance times.  

Employment and Support Allowance was implemented on 27th October 2008 as part of the Agency’s Welfare Reform and Modernisation Programme. Claims clearance and financial accuracy targets are introduced for this new benefit for the first time this year. These targets have been set, having due regard to developing systems and staff experience levels. 
Delivering benefit changes and improving internal processes.

The Agency remains fully committed to the ongoing delivery of the Welfare Reform and Modernisation change agenda which is central to providing the platform for long term business viability and for the delivery of efficiencies.  We will continue to maintain parity with the Department for Work and Pensions (DWP) in the delivery of major welfare reform and modernisation projects.  Allied to this, we will remain fully cognisant of ongoing developments within the NICS. 

Our customers will remain the pivotal focus of our process design and our plans for a fully integrated, accessible and modern service. 
Managing the impact of the economic downturn on our business.

The Agency’s budget settlement for 2008 did not factor in the decline in the economic position and the impact that this would have on unemployment, benefit registers and related Agency workloads.  While the Agency looked to its own resources to manage the impact of the downturn in 2009-10, these resources are finite and the Agency is cognisant of the declining financial position in 2010-11 and moving forward.

The Agency has been at the forefront of dealing with the impact of the downturn by ensuring that those affected by the downturn receive the financial assistance to which they are entitled in a timely manner. 

The impact on our business arising from the increase in benefit registers continues to be kept under review and the Agency will continue to liaise closely with colleagues in DFP, DEL, DWP and NISRA regarding future assumptions and projections enabling the Agency to plan appropriate action in respect of available resources. Due to the complex factors at play, the impact on unemployment registers and their timelines for return to pre-downturn levels will only be known with certainty as we progress through the recession and recovery. Current predictions indicate that unemployment registers will peak in 2010-11 before starting to decline.
Sustaining performance on fraud and error and debt recovery

The Agency remains committed to tackling Fraud and Error. However the Agency must ensure that its actions are appropriate to the scale of the problem, its operating and financial environment and are targeted at the areas most likely to sustain performance. 

The NIAO has recognised the effort of the Agency in tackling fraud and error and appreciate the difficulties faced by the Agency with regard to the complexity of the many benefits and the limitations with the IT systems. Given the significant reductions in losses already achieved, the current operating and financial environment and the priority requirement to deliver our statutory functions, sustaining performance on fraud and error is a significant challenge.  
Liaison will continue with colleagues in DWP to learn lessons and share best practice. Fraud in every sphere has now taken a more international dimension and the Agency has kept abreast of the DWP approach to dealing with the risks associated with fraud initiated abroad.  The Agency is also liaising with the Department of Social and Family Affairs (DSFA) on cross border issues.  The Agency has also negotiated inclusion in Memoranda of Understanding to permit the exchange of information for benefit purposes between the UK and the following countries; Ireland, Spain, Netherlands, Belgium and Australia.

The Agency is also involved in the National Fraud Initiative (NFI) which is an Audit Commission exercise to conduct data matching scans to assist in the prevention and detection of fraud. This involves the Agency working with the NI Housing Executive to identify potential cases.  

In addition, the Agency has responsibility for the recovery of public funds where benefits have been incorrectly paid out through fraud or error; and also the recovery of any specified social security benefits and Health Service costs which are paid as a result of an accident, injury or disease for which compensation has been awarded.  The Agency will continue its efforts to record and account for overpayments, and to be effective in securing recovery of benefits and costs where it is appropriate.

Encouraging benefit entitlement 

Tackling poverty is a key issue for Government in Northern Ireland and is linked to our Public Service Agreement commitments. The Agency will continue its efforts to reduce poverty by encouraging people to check they are getting their full benefit entitlement. The Agency provides a range of services to make people aware of their entitlements.  This includes outreach services, participation in local promotional activity, the production of specific publications, some in minority ethnic languages, DSD website, an online Benefits Adviser Service and general assistance with advice and information through our network of local and centralised offices. Since 2005 targeted benefit uptake activities have generated over £27million in additional annual benefit and arrears. 

In addition, Error Reduction activity will continue to focus on areas of highest risk and this includes the specific targeting of cases likely to be subject to underpayment. This activity will build on performance over the past three years which has already led to the payment of almost £60m in additional benefits. 

As with all of our business activities during the year ahead, the Agency will strive to meet its planned objectives in relation to this priority. However, the financial challenges facing the Agency may mean that we are required to reassign our resources to fulfil our statutory requirements to pay benefit and to maintain parity with DWP.

5. 
BUSINESS PLAN TARGETS

The Agency’s Business Plan for 2010-11 has been developed with due regard to the financial constraints facing the NI block and Agency and the impact of the SR 2007 budget settlement.  In addition, the Agency remains aware of the continued impact of the increased benefit registers which resulted from the economic downturn. The Agency’s resources are detailed in Annex 2. Our workload assumptions and expected performance levels are based on the strategic context in which the Agency is currently operating. Any significant departure from these may impact on our ability to deliver our services to the standards set out below. Our workload assumptions are detailed in Annex 3 and the Agency’s Corporate Balanced Scorecard is attached at Annex 4. 

As outlined previously the Agency will strive to target its resources on 5 key priority areas. However, the financial challenges and requirement to live within our allocated resources may require the Agency to focus our priorities on our statutory requirements to process benefits claims and to maintain parity with DWP.

Maintaining customer service

We will strive to manage performance and continue to maintain the high levels of decision making and accuracy in order to meet customer expectations and reduce financial losses. 

By March 2011 we will strive to achieve, within tolerance, the following overall financial accuracy targets of total expenditure in relation to:

	Benefit 
	Accuracy target (%)

	Income Support
	99

	Incapacity Benefit
	99

	Job Seekers Allowance
	99

	State Pension
	99

	State Pension Credit
	98

	Disability Living Allowance
	99

	
Employment Support Allowance 
	95


By March 2011 we will strive to achieve the average actual clearance times in the following benefits:  

	Benefit 
	Average actual clearance times (days)

	Income Support
	12

	Job Seekers Allowance
	14

	State Pension
	 9

	State Pension Credit
	12

	Disability Living Allowance
	41

	Employment Support Allowance 
	17


Delivering benefit changes and improving internal processes

The Agency’s Modernisation Programme is key, not only to improving public services but also to tackling social and economic problems.  We will continue to work closely with our colleagues in the Department for Social Development, the Department for Work and Pensions, the Department for Employment and Learning and the voluntary and community sector.

During this planning year we will continue the implementation and delivery of key modernisation projects including:

	· By March 2011, to have completed the rollout of the new Ballymena and Andersonstown Jobs & Benefits office and progressed the delivery of the remaining offices in line with the planned timetable and available funding.
· By June 2010, to have the Customer First service delivery model fully operational in North District. To evaluate the pilot during 2010-11. 

· By March 2011, to have implemented the revised structure for the delivery of Medical Support Services.
 


Managing the impact of the Economic Downturn on our business

In line with last year, we have not set specific objectives or targets in relation to this priority. The Agency recognises that the reduction in benefit registers will lag behind the recovery in the general economy. Whilst the economy has started to show signs of recovery the impact of the downturn on benefit registers will remain a feature of our operating environment for the remainder of this budget period and into the next.   Whilst it is difficult to forecast, latest predictions indicate that registers will peak in 2010-11.

Encouraging Benefit Entitlement 

Delivering full benefit entitlement to eligible customers includes action taken under the Benefit Uptake Strategy.  We will strive to encourage entitlement by:

	· Offering a full benefit assessment to 19,000 Social Security Agency customers who may be entitled to additional benefits.
· Generating an additional 1,140 successful claims through benefit uptake work.



Sustaining performance on fraud and error and debt recovery

We are committed to ensuring that benefits are paid only to those who are entitled to them. We have a robust strategy for tackling fraud and error when it occurs in the social security system. The strategy focuses on prevention, detection, correction of error, the use of risk scoring to select cases for counter fraud and error activity and where appropriate prosecution of fraudsters. Adherence to the strategy will deliver the necessary public confidence in benefit administration.

In order to demonstrate our ongoing commitment to sustaining our performance on the levels of fraud and error we will strive to ensure that:

	· The estimated totals for overpayments and underpayments due to customer fraud and error and official error will be sustained or reduced against those reported in 2009-10


Debt Recovery

The Agency recovers public funds which have been incorrectly paid out through fraud and error. 

	· By March 2011 we will strive to recover £11.5 m of benefits incorrectly paid out through fraud and error. 




Compensation Recovery

To issue Certificate of Recoverable Benefits:
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6.  ADDITIONAL KEY TARGETS 

In addition to the PSA commitments and supporting Business Plan targets the Agency has a series of additional targets across other areas of the business to maintain improvements in business performance, client service and in how we treat our staff. 
Internal Control

We will continue to maintain a sound system of internal control by:

	· Ensuring, throughout the year, that controls are in place to provide at least a satisfactory assurance level of governance and control.

· Ensuring that we protect and handle the personal data of our customers securely.


 Efficiency Delivery

The aim of the Programme for Government is to ‘maintain investment in front line public services and release resources needed to meet new priorities and challenges’.  The Agency is essentially a ‘front office’ provider of services and remains committed to providing good quality public services in a cost effective manner. The Agency’s reduced budget allocation has resulted in the Agency having £26.5m less spending power against the 2008/09 allocation. This will require that we target and manage our resources efficiently and effectively and focus on statutory functions.

During 2010 - 2011 we will strive to:

	· Deliver £11.4 m of cash releasing savings. 



HR Strategy

The Agency faces a major challenge in the year ahead, to manage its staff resources against the backdrop of reduced budgets, while retaining the focus on providing effective customer service and ensuring implementation of various reform and modernisation projects. We will require a multitude of skills including, flexibility to redeploy staff for business needs, ability to respond to the demands for learning and development and managing a reduction in sick absence. At the same time, we will ensure timely and effective consultation with Trade Union colleagues to drive forward on the work ahead.    

The priorities for Human Resource management in the coming year will include:

	·  Ensuring that workforce planning is managed effectively in line with business needs.
· Implementing the Managing Attendance action plan to meet a reduction in the average staff absence levels as per the agreed target (days lost per whole time equivalent member of staff).
· Maintaining an effective working relationship with Agency Trade Union. 


Learning and Development 

The Agency will implement a business focused program of learning and development activities designed to enable staff to be trained and proficient.

We will:

	· Develop staff to enable the delivery of an effective and efficient customer-focused service. 

· Provide learning and development support to all operational areas to facilitate the delivery of key business changes.

· Work in partnership to ensure the generic needs of Agency staff are met through the services provided by Departmental HR and the Centre for Applied Learning (CAL).


Annex 1

THE ROLE OF THE SOCIAL SECURITY AGENCY 

Services provided to the people of Northern Ireland

We are responsible for managing the following social security benefits.

· Attendance Allowance

· Disability Living Allowance

· Incapacity Benefit

· Income Support

· Benefits under the Industrial Injuries Scheme

· Carer’s Allowance

· Jobseeker’s Allowance (income and contribution based) 

· Lump-sum payments (Christmas bonus)

· Maternity Allowance

· State Pension Credit

· State Pension

· Over 80s Pension

· Severe Disablement Allowance

· Social Fund payments, grants and loans

· Bereavement Benefits 

· Cold-weather payments

· Employment Support Allowance (income and contribution based)

· Carers Credit (from April 2010)

We are also responsible for:

· providing information, advice and help to MP’s/MLA’s, the advice sector, the public and employers;

· providing input to Northern Ireland Assembly debates;

· answering assembly questions;

· recovering Social Fund loans and funeral payments;

· preparing and presenting appeals to appeals tribunals; 

· deciding on operational policy relating to social security fraud and for developing and putting in place a strategy to prevent and detect social security fraud and abuse and prosecuting offenders;

· preventing, raising and recovering overpayments of benefits;

· recovering social security payments from compensation awards; and

· working with social security authorities in other countries to decide who is entitled to benefits for those who are living, or have lived, abroad. 

Services provided for the Department for Work and Pensions in Great Britain 

We are responsible for delivering the services provided by: 

· the Belfast Benefit Delivery Centre; and

· the Lisahally Processing Unit.

Services include:

· Processing Jobcentre Plus benefit work for Brent, Harrow and Hillingdon, South East London and parts of North London.
· Dealing with new claims, reviews, adjudication and appeals for Income Support, Jobseekers Allowance, Incapacity Benefit, Severe Disablement Allowance and Employment Support Allowance.

· Making third party deductions for housing and fuel costs.

· Providing a Debt Management centre for calculating overpayments for Income Support and Jobseekers Allowance for all Districts of the London region.

· Delivering a telephone service, providing both enquiries and information services to customers and front-end Local Service Outlets (LSOs)

Other services  







We are responsible for handling the following services. 

· Health service charges – we assess and issue certificates of entitlement to help with prescriptions, dental treatment, wigs and fabric supports, travel to hospital for treatment, sight tests and vouchers for glasses or contact lenses.

· Assisted prison visits – we assess entitlement and pay allowable travelling expenses for visits to a partner or close relative in prison.

· Housing and fuel costs – for customers who have been supplied with housing or fuel credit, we deduct the repayments from their benefits and pay directly to the organisations concerned.

· Legal Aid Assessment – we confirm if a customer is receiving a social security benefit if they are applying for legal aid.

· We provide relevant information to employers and other organisations to help them to decide on entitlement to, and payment of, Housing Benefit, Statutory Sick Pay, Statutory Maternity Pay, Criminal Injuries Compensation, free school meals and educational clothing.

· We provide a National Insurance Number application and allocation service on behalf of the HM Revenue and Customs.

· We provide information on and pay Disability Living Allowance (higher-rate mobility component) to Motability.

· Vehicle Excise Duty Exemption – we issue certificates of entitlement to people who receive Disability Living Allowance (higher-rate mobility component).

· Training Allowance – we pay benefit based training allowances on behalf of the Department for Employment and Learning to those taking part in recognised Department for Employment and Learning schemes.

· Data Sharing with other Government Departments – we may give information to certain other organisations as the law permits, to check the accuracy of the information, prevent or detect crime, protect public funds and use in research statistics.

· Data gather for other  Departments – the ESA Centre completes a data gather on behalf of the Housing Executive and Land and Property Services

· Signpost customers to CMED- Gathering information from single parents who could benefit from the services provided by CMED.  This includes arranging for the Child Support Information & Support Service to contact customers, seeking to use their services, directly. 

· Issue application forms for other benefits – the ESA Centre for customers making an ESA fresh claim,  can issue application forms for Widows Bereavement Benefit , Maternity Allowance and Industrial Injuries Benefit

The services listed above may vary in line with amendments to legislation and as directed by Minister.  
         RESOURCES 2010 -11                                                                   Annex 2 

	
	
	2010 to 2011

£ million

	Resources


	For Northern Ireland services 
	160.9


	
	Welfare Reform and Modernisation Programme 
	20.9


	
	For Great Britain services


	16.5


	Capital


	For Northern Ireland services


	0



	
	Welfare Reform and Modernisation Programme 
	4.1


	
	For Great Britain 

Services
	0


	Non-Cash


	For Northern Ireland services including Welfare Reform and Modernisation Programme 
	8.5


	
	For Great Britain 

Services
	0.3



WORKLOAD ASSUMPTIONS

                       Annex 3

	
	Average Weekly Figures

	Main benefits
	Activity
	2010 - 2011

	Disability Living Allowance
	Claims
	471

	
	Liveload (monthly average) (see note 1)
	188,003

	
	Renewals
	283

	
	Appeals
	121

	Incapacity Benefit
	Claims
	6

	
	Liveload (monthly average)
	93,239

	
	Appeals
	20

	Employment Support Allowance
	Claims
	731

	
	Liveload (monthly average)
	21,651

	
	Appeals
	155

	Income Support
	Claims
	247

	
	Liveload (monthly average)
	81,758

	
	Change of circumstances
	4,711

	Jobseeker’s Allowance
	Claims
	2,055

	
	Register  (monthly average) (see note 2)
	58,695

	Income Support and Jobseeker’s Allowance
	Appeals
	40

	Other benefits
	Activity
	2010-11

	Attendance Allowance
	Claims
	177

	Carers Allowance
	Claims
	225

	State Pension
	Claims
	273

	Pension Credit
	Claims
	261

	Bereavement Benefit
	Claims
	21

	Social Fund
	Crisis loans
	3,139

	
	Budgeting loans
	3,150

	
	Community-care grants
	959

	
	Reviews
	316

	Other

activities

	Activity
	2010-11

	Recovering compensation 
	Requests for certificates
	592

	Overpayments
	Caseload (each year)
	99,825

	Agency Benefit Claims
	
	233


Note 1:  - 
Liveload refers to customers currently receiving benefit.
Note 2:  - 
The Jobseeker’s Allowance register includes the Job Training Programme and Welfare to Work register.
	CLIENTS
	PROCESSES

	To provide a high quality service which meets our clients’ needs

By March 2011 we will strive to achieve:

· Financial accuracy and Clearance times figures for our  main benefits of:-


	To deliver strategies to modernise services and protect public funds.
.

· By March 2011, to have completed the rollout of the new Ballymena and Andersonstown Jobs & Benefits office and progressed the delivery of the remaining offices in line with the planned timetable and available funding.
· By June 2010, to have the Customer First service delivery model fully operational in North District. To evaluate the pilot during 2010-11. 

· By March 2011, to have implemented the revised structure for the delivery of Medical Support Services.
· The estimated totals for overpayments and underpayments due to customer fraud and error and official error will be sustained or reduced against those reported in 2009-10

·  By March 2011we will strive to recover £11.5m of benefits incorrectly paid out through fraud and error.

·  Compensation Recovery - To issue Certificate of Recoverable Benefits: - 99% within 4 calendar weeks, with an accuracy of 98%.


	Financial Accuracy
	
	Clearance Times
	

	IS 
	99%
	DLA
	99%
	
	IS 
	12 days
	SP
	9 days
	

	JSA
	99%
	SP
	99%
	
	JSA
	14 days
	SPC
	12 days
	

	IB
	99%
	SPC
	98%
	
	DLA
	41 days
	ESA
	17

days
	

	ESA 
	95%
	
	
	
	
	

	To tackle poverty and encourage social inclusion through a commitment to promoting benefit entitlement 
· Offering a full benefit assessment to 19,000 Social Security Agency customers who may be entitled to additional benefits.

· Generating an additional 1,140 successful claims through benefit uptake work

	

	FINANCE
	OUR PEOPLE

	To maintain a sound system of internal control
· Ensuring, throughout the year, that controls are in place to provide at least a satisfactory assurance level of governance and control.

· Ensuring that we protect and handle the personal data of our customers securely.
To live within budgets:

· During 2010– 2011 we will deliver £11.4m of cash releasing savings

	To develop appropriate Human Resource strategies across a  range of activities including organisational culture, behaviours and leadership

· Develop staff to enable the delivery of an effective and efficient customer-focused service. 

· Provide learning and development support to all operational areas to facilitate the delivery of key business changes.

· Work in partnership to ensure the generic needs of Agency staff are met through the services provided by Departmental HR and the Centre for Applied Learning (CAL).

· Ensuring that workforce planning is managed effectively in line with business needs.
· Implementing the Managing Attendance action plan to meet a reduction in the average staff absence levels as per the agreed target (days lost per whole time equivalent member of staff). 
· Maintaining an effective working relationship with Agency Trade Union. 











99% within 4 calendar weeks, with an accuracy of 98%.
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Social Security Agency Corporate Balanced Scorecard 2010-11











� Employment and Support Allowance was implemented on 27th October 2008 as part of the Agency’s Welfare Reform and Modernisation Programme. Claims clearance and accuracy targets are introduced for this new benefit for the first time this year. These targets take account of the developing systems and staff experience levels. 
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