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To whom it may concern, 

Request for Information 
You are invited to submit information to provide goods / services as specified below.

Objective
East Northamptonshire Council and the Borough Council of Wellingborough are seeking to consolidate their current Revenue and Benefits systems, following a strategic decision to combine the Revenue and Benefits Service across the two Councils.

The two Councils operate within similar technical environments, with similar policy and procedure rules and also share common strategic objectives, in particular to have good engagement with citizens and streamline processes.  However, the current Revenue and Benefits Services operate separately across the two Councils; each Council has a very different citizen demographic and has recently made different strategic decisions around the use of CRM. Accordingly, whilst there is an aspiration to combine the Service across the two Councils, it is recognised that the detail of how this combined service will operate is still to be confirmed.  This RFI is focussed on the technical possibilities and costs around the core Revenues and Benefits systems and how they could potentially be used going forward.


Background
Borough Council of Wellingborough (BCW)
The Borough of Wellingborough is situated in the eastern half of Northamptonshire.  Together with Kettering, Corby and East Northamptonshire; it forms part of the area known as North Northamptonshire. Wellingborough has close links with Northampton, Milton Keynes and Bedford.
Over 76,000 people currently live in the Borough of Wellingborough. This total will grow each year up to 2031, with 7,000 new homes being built and 9,300 jobs created.  There are now a record high 2,600 businesses operating in Wellingborough.  

The implementation of council policy and the delivery of services are carried out through the council’s operational departments , finance, resources and planning and local development. There are currently 135 officers working for the council, equating to 113 full time equivalent posts. 


East Northamptonshire Council (ENC)
East Northamptonshire Council is one of seven Districts and Borough Councils in Northamptonshire. Positioned in the heart of England with its historic market towns and picturesque villages, East Northamptonshire has a mix of rural and urban areas. Despite the economic constraints of recent years, the district continues to grow, with continued above-average demand for house building and on-going interest from a diverse business base.

The total resident population of East Northamptonshire is 89,700 and East Northamptonshire Council has 207 employees equating to 173 full time posts.



Aspirations of the Revenue and Benefits Services
ENC and BCW pride themselves on their high performing Revenue and Benefits services, in terms of turn-around time, collection rates and customer satisfaction, and they wish to maintain this level of service. However with future funding cuts on the horizon, they wish to achieve cost savings and to create a more resilient service. In particular they are seeking to create a more flexible and mobile workforce with the use of a cloud-based system, electronic data records management and to provide increased accessibility through customer self-service. 

A key driver for this project is to support a truly combined Revenue and Benefits Service and to support corporate aspirations of:
· Driving process improvement, by combining services and functions and working in a truly shared manner, combining policies and processes where required
· Mobilising the workforce, by ensuring core systems support flexible  / home working and provides a true end-to-end business process through document management functionality and work flow
· Increasing efficiencies, by reducing the need to re-key data, introducing automation where this doesn’t currently exist and ensuring interfaces to peripheral systems are optimised (e.g. banking systems, cash receipting, BACS, ledger, creditors, debtors, courts, enforcement agents and transactional web sites)
· Increasing levels of customer satisfaction by maintaining all current channels of customer contact (face to face, phone, email, online) but encouraging customers to self-serve where possible 
· Making better use of data, document management and workflow, to improve efficiencies and maximise income generation (e.g. through fraud identification and faster revenue collection rates)
· Incorporate legislation changes and data sharing with key government partners e.g. DWP, HMRC and social landlords
· A scalable solution that can incorporate further expansion of the shared service model, without significant infrastructure upgrades e.g. the ability to take on additional partners
· Performance management, analytics and reporting tools that are accessible from a secure, single, centralised portal.

Systems are required to support the IT strategy, by: 
· Developing a secure, resilient and simple infrastructure.  Systems should be capable of being hosted by the supplier, or, alternatively in the Council’s shared external data centre at Cody park.
· Developing a more resilient support for systems, reducing single points of failure
· Improving flexibility, ensuring that the ICT Service can adapt quickly and be run at a lower cost base.
· Ensuring consistent use of applications across both Councils.
· Ensuring that the ICT and other Council staff are focussed on service delivery and not housekeeping tasks.
· Ensuring that the infrastructure and system support a more mobile and flexible workforce.

The application / solution should be:
· Able to be delivered via Citrix. 
· Able to be delivered over the Councils’ new MPLS Wide Area Network.
· Able to function across Active Directory forests.
· Capable of functioning with Office 365 and Office 2016, as all user email accounts will be hosted by Office365.  
· Flexible to allow the expansion of the councils’ services to other organisations.
· Hosted on a single instance for both councils (where possible).
· Compliant with the new General Data Protection Regulations.

Scope: 
All Revenues and Benefits Services provided by ENC  and BCW.  These services are stated in the requirements in Section 3. Suppliers are referred to the Appendices which provide some background metrics and further information.

ENC and BCW expect a year on year increase to the Council Tax Base due to the number of housing developments in progress. Both authorities will commence Universal Credit full service during 2018.

Contact 
Your response should be emailed to Alison Curtis by 17:00pm Friday 18th August.  Suppliers should use the form below to submit their responses.  If you wish to discuss any aspect of your response prior to submitting, please email Alison Curtis – acurtis@east-northamptonshire.gov.uk

Yours faithfully;
Alison Curtis
Tel: 01832742090




	1. COMPANY DETAILS

	Name of Company:
	

	Registered Address:
	

	Principal Office Address (if different to registered address):
	

	Any background info, e.g. registration number, year of registration:
	

	Please explain in full, details of ownership and any partners / affiliations:
	

	Name of person and role applying on behalf of the company:
	

	Telephone No: 
	

	Mobile No: 
	

	E-mail Address: 
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	SECTION 2:  Business Requirement

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	1.0
	System Configuration Options
	Suppliers should outline how their product could be designed and configured to suit the needs of ENC / BCW and list where and when any similar configuration has been undertaken. 

A potential set of options has been listed below.  Suppliers should respond to each option, providing a simple architecture diagram, detailing the modules and components.  A list of advantages and disadvantages should be provided for each option, highlighting any implications that the Councils need to be aware of, e.g. in terms of cost, configuration effort, support, data interrogation capability, integration capability, security and risk.
	

	1.1
	
	· Two ‘independent’ systems for BCW and ENC, with no shared elements
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	1.2
	
	· Two ‘independent’ systems for BCW and ENC, with some shared elements.  Suppliers should state which elements could be shared and how this would be achieved
	

	1.3
	
	· One system shared across BCW and ENC, but with separate elements.  Suppliers should state which elements could be separate.
	

	1.4
	
	· Suppliers can provide further options if they are not listed above.
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	2
	National Non-Domestic Rates (NNDR)
	· Annual debit raise and daily billing
· Property maintenance
· Valuation Office amendments and reconciliation
· Moves and occupational adjustments
· Award and cancellation of reliefs and exemptions
· Cash posting
· Direct Debit
· Recovery and enforcement
· Management and reporting tools
	





	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	3
	Council Tax
	· Annual debit raise and daily billing
· Property maintenance
· Moves and occupational adjustments
· Award and cancellation of discounts, reductions and exemptions
· Cash posting
· Direct Debit
· Recovery and enforcement
· Management reporting tools
· Electronic billing
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	4
	Benefit Administration
	· Assessment of all types of claims, including rent rebate and private tenants covering all rent schemes
· Assessment of Local Council tax Support
· Assessment of Discretionary Housing payments
· Awards of all the above types of benefits
· Calculation of overpayments
· Invoicing and recovery of overpayments
· Compliance with subsidy regulations and automated subsidy reporting
· Creation and logging of correspondence
· Facility to merge and combine correspondence between Council tax and benefits
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	5
	Compliance
	Compliance with all relevant legislation including but not limited to:
· Housing Benefit Regulations 2006
· Housing Benefit (State Pension Credit) Regulations 2006
· Council Tax – England
· Universal Credit Regulations 2013
· Universal Credit (Transitional Provisions) Regulations 2013
· Valuation Tribunal for England (Council Tax and Rating Appeals) (Procedure) Regulations 2009
· Council Tax Benefit Regulations 2006
· Council Tax Benefit (State Pension Credit) Regulations 2006
· Housing Benefit and Council Tax Benefit (Decisions and Appeals) Regulations 2001
· Housing Benefit and Council Tax Benefit (Consequential Provisions) Regulations 2006
· Discretionary Financial Assistance Regulations 2001
· Rent Officers (Housing Benefit Functions) Order 1997
· Rent Officers (Housing Benefit Functions) (Scotland) Order 1997
· Social Security (Information-sharing in relation to Welfare Services etc.) Regulations 2012
· Local Government Finance Act 1988
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	6
	Electronic Document and Records Management
	EDRMS architecture and functionality:
	

	6.1
	
	Suppliers should outline the standard EDRMS functionality delivered by their product, explaining if this is via an integrated EDRMS or through a separate product / module.
	

	6.2
	
	Suppliers should outline if their product can be integrated with a corporate EDRMS.

Suppliers should outline their experience of integrating with Corporate EDRMS systems, providing a high level overview of the customer and staff experience,  the transactions affected and the product(s) used.
	

	6.3
	
	Scanning of documents from paper records
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	6.4
	
	Importing / uploading of a variety of document types (e.g. text, Word, PDFs, photographs, voice to text)
	

	6.5
	
	Importing / uploading of documents quickly and easily from a variety of devices, (e.g. computer, smartphone)
	

	6.6
	
	Importing / uploading of documents from other systems, (e.g. email, Word)
	

	6.7
	
	Indexing of documents (automatic)
	

	6.8
	
	Indexing of documents (manual)
	

	6.9
	
	Document annotation (e.g. highlighting / redacting information)
	

	6.10
	
	Document retrieval and presentation to the user
	

	6.11
	
	Document search 
	

	6.12
	
	Metadata information for each document to enable enhanced searching and retrieval 
	

	6.13
	
	Document editing
	

	6.14
	
	Document version control
	

	6.15
	
	Document tracking 
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	6.16
	
	Document audit trail
	

	6.17
	
	Document security, restricting access to certain users, and/or at certain stages
	

	6.18
	
	Document archiving (automatic)
	

	6.19
	
	Document archiving (manual)
	

	6.20
	
	Document disposal (automatic)
	

	6.21
	
	Document disposal (manual)
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	7
	Workflow
	Workflow architecture and functionality:
	

	7.1
	
	Suppliers should outline the standard workflow functionality delivered by their product, explaining if this is via integrated workflow or through a separate product / module.
	

	7.2
	
	The ability to route work to Council staff, based on pre-determined rules, e.g. status changes, work type, staff skills  
	

	7.3
	
	The ability to ‘fast-track’ and priortise work, e.g. New Housing Benefit claims, DHP requests, complaints.
	

	7.4
	
	The ability to display work in a certain order, (e.g. by application date, by type) to enable Council staff to work in an ordered manner.
	

	7.5
	
	The ability to re-route work, e.g. due to staff absence.
	

	7.6
	
	Management information on workflow (e.g. work processed, work outstanding, user performance).
	





	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	8
	CRM
	Customer Relationship Management (CRM) 
	

	8.1
	
	Suppliers should outline what CRM functionality can be delivered by their product, explaining if this is via integrated CRM or through a separate product / module, e.g. portals, enquiry handling, etc.
	

	8.2
	
	Suppliers should outline their experience of integrating with Corporate CRM systems, providing a high level overview of the customer experience, the transactions affected and the product(s) used. 
	






	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	9
	Data, Data Transfer &  Interfaces 
	
	

	9.1
	
	Suppilers should outline the functionality provided by their system(s) to ensure that data in any area of the system(s) can be managed to ensure compliance with GDPR.
	

	
	
	Suppliers should outline how information is shared for the following areas.  Suppliers should detail if there are any interfaces / connectors available, stating whether these are included as standard or available separately and how many clients actively use those features:
	

	9.2
	
	· Office 365 /2016
	

	9.3
	
	· Exchange / Outlook
	

	9.4
	
	· HMRC
	

	9.5
	
	· CIS
	

	9.6
	
	· RTI
	

	9.7
	
	· WURTI
	

	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	9.8
	
	· ATLAS
	

	9.9
	
	· SFIS
	

	9.10
	
	· DWP
	

	9.11
	
	· VOA
	

	9.12
	
	· Payment systems
	

	9.13
	
	· Banking systems
	

	9.14
	
	· Creditors and Ledger
	

	9.15
	
	· Debtors systems
	

	9.16
	
	· Enforcement agent systems
	

	9.17
	
	· Courts
	

	9.18
	
	· Trusted third parties eg RSLs 
	

	9.19
	
	· Integration between Council tax and Housing Benefit
	




	SECTION 2: Business Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	10
	Generic features
	
	

	10.1
	
	Batch program scheduling and reporting
	

	10.2
	
	Front end user reporting tools
	

	10.3
	
	Enquiry facilities for extracting FOI information
	

	10.4
	
	Bank details validation 
	

	10.5
	
	Mobile versions / apps which are available to use for the system(s)
	

	10.6
	
	Suppliers should provide a product road map, outlining what functionality is available in the next releases planned. 
	





	SECTION 3: Technical Requirement

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	11
	Infrastructure
	
	

	
	
	System Specification details:
	

	11.1
	
	· Details of number of servers required, server specifications, compatibility with third party software such as operating systems including virtual environment and Citrix, the underlying database and the environments provided as standard (e.g. live, test, training environment)
	

	11.2
	
	· Client requirements, to listing minimum specifications and details of compatibility with Citrix, Virtual desktops and Windows
	

	11.3
	
	System can be hosted by the supplier  
	

	11.4
	
	Data must be hosted in the UK or Europe.
	

	11.5
	
	State resilience commitment  for system availability
	





	SECTION 3: Technical Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	11.6
	
	System should operate on the principle of the maximum Recovery Time Objective is 2.5 hours.
	

	11.7
	
	The application can be deployed via Citrix 
	

	11.8
	
	The application can be deployed via SCCM where it cannot be deployed via Citrix
	

	11.9
	
	The application must be compatible with Office 365 or Office 16.  If this is not the case, suppliers should detail their product roadmap for Office 365 and Office 16.
	

	11.10
	
	The application must be compliant with the GDPR & PSN
	

	11.11
	
	The application must be able to work across Active Directory Forests 
	

	11.12
	
	The applications should not be limited to fixed numbers of user  licences
	

	11.13
	
	The supplier must provide a suitable test environment(s)
	




	SECTION 3: Technical Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	12
	Support and maintenance
	
	

	12.1
	
	The supplier must provide information covering the location and opening hours of your service desk
	

	12.2
	
	The supplier must provide an overview of the incident handling procedure
	

	12.3
	
	The supplier must provide an overview of your online service desk facility for call logging and tracking
	

	12.4
	
	The supplier must provide an overview of the support staffing structure, including escalation procedures and the location of your service desk, staff and engineers 
	




	SECTION 3: Technical Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	12.5
	
	The supplier must provide details of ‘enhanced support’ which could be made available at key times, e.g. during end of year billing. 
	

	12.6
	
	The supplier must provide performance levels and targets
	

	12.7
	
	The supplier must provide full technical and user system documentation
	

	12.8
	
	The supplier must outline the upgrade schedule for all aspects of the system (operating system, database, application releases, etc.) 
	

	12.9
	
	The service provision must include any legislative updates required. Suppliers must state what, if any support they provide for system upgrades as standard.
	




	SECTION 3: Technical Requirements

	Ref.
	Summary Requirement
	Description

	Please respond to each section, identifying the level of compliance and explaining how this is achieved.  

Where possible, evidence should be provided, (screen shots, case studies).

Assumptions should be stated. 

Please ensure that your response only refers to your core product, where you have provided cost information in section 5.  If you offer additional products / services which the Councils may be interested in, please include these as an Appendix.

	12.10
	
	The supplier must provide secure access to upgrade and maintain the applications, if this activity is expected to be undertaken by Council staff.
	

	12.11
	
	The supplier must provide technical support for upgrades and to resolve system issues
	

	12.12
	
	The supplier must provide user training and training aids
	




NOTE: If the costs vary due to the configuration of the system (see potential options listed in Section 3, Item 1.0), then these should be explicitly stated. 

	2. Estimated Costs

	Item
	£ (exc VAT)
	Comments/ Assumptions

	Licences for core product(s) covering an estimated contract length of 5 years. 
Suppliers should explain fully the licence types.  If different costs are applicable for different licence types, they should be listed separately, e.g. 
· Licences based on a named user basis
· Licences based on a concurrent user basis

Suppliers should also explain the charging basis.  If different costs are applicable, these should be listed,e.g. 
· Monthly
· Annually

	
	

	Additional licences (if they are not included in the core product, but required to meet the requirements), e.g.
· Additional modules / plug-ins
· Additional products, e.g. reporting software, self-service portals, document management and scanning software, CRM.
	
	

	Providing interfaces or connectors
	
	

	Hosting all systems on behalf of BCW/ENC
	
	

	Conversion costs
	
	

	Hardware options for scanning
	
	

	System updates and releases:
· Suppliers should fully state what system updates / releases are included 
	
	

	· Suppliers should provide details of costs for the supplier to carry out all system updates / releases on behalf of ENC/BCW (i.e. where no activity is required to be performed by Council IT or Revenue and Benefits staff)
	
	

	Support and Maintenance, with explanation of how this is charged
	
	

	Enhanced Support and Maintenance, e.g. at key times such as end of year billing. 
	
	

	Project management / consultancy, covering:
· Initiation of project 
	
	

	· Data checking, cleansing and migration
	
	

	· Configuration and Build
	
	

	· Testing
	
	

	· Training
	
	

	· Go live preparation
	-
	

	· Go live stabilisation
	
	

	Other costs, either initially or on an ongoing basis, which are not listed above.

	
	




Signed On behalf of
	Signed:
	

	On behalf of:
	

	Date:
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Appendix A: As-Is Metrics



	ENC and BCW Revenues and Benefits Service baseline data 2016/17
	
	
	

	
	ENC
	BCW
	Combined

	
	
	
	

	Council Tax
	 
	 
	 

	Taxbase
	30,871
	23,849
	N/A

	Number of properties on valuation list
	39,725
	34,700
	74425

	Live accounts (inclusing awaiting banding)
	39,796
	34,750
	74,546

	Total Revenue (gross debit)
	£55,650,000.00
	£42,706,022.00
	£98,356,022.00

	Total Revenue (net debit)
	£48,940,000.00
	£34,994,694.00
	£83,934,694.00

	Number of VOA Reports p.a. (we send)
	1,427
	1,300
	2,727

	Number of Valuation list amendments p.a. (approx)
	1,656
	1,335
	2,991

	Number of Change of Circumstances (external)
	13,126
	3,000 approx
	16,126

	Number of interview room visits p.a (approx)
	500
	2,000
	2,500

	Number of Reminders sent p.a.
	13,311
	12,048
	25,359

	Number of Summonses sent p.a.
	3,417
	3,783
	7,200

	Number sent to Bailiff p.a.
	1,518
	1,772
	3,240

	Number of Insolvencies p.a.
	45
	N/A
	45

	No. of Bills/Adjustment/Exemption notices 
	40,031
	61,000
	101,031

	Number of  ext Telephone calls p.a. Billing
	14,852
	N/A
	N/A

	Number of  ext Telephone calls p.a. Recovery
	5,300
	N/A
	N/A

	Number of Single Discount  reviews
	11,870
	11,449
	23,319

	Number of Disregard reviews
	284
	365
	649

	Number of refunds p.a.
	3,099
	3,496
	6,595

	Collection performance 16/17 (%)
	98.09%
	98.18%
	N/A

	% paying by Direct Debit 
	78%
	70.20%
	N/A

	Number of Direct Debit accounts
	28,213
	20,438
	N/A

	Total number of electronic payments 
	93.19%
	98%
	N/A

	NNDR 
	
	 
	

	No of Properties on Valuation List
	2,464
	2,645
	5,109

	Total RV
	£66,600,652.00
	£71,682,967.00
	£138,283,619.00

	Voa reports p.a (we send)
	333
	257
	590

	No of VOA list amendments
	933
	900
	1,833

	No Of C.O.C
	2,670
	400
	3,070

	No of Bills sent
	4,682
	5,100
	9,782

	No of Reminders sent
	500
	890
	11,172

	No of Summons
	97
	60
	157

	No to Bailiff 
	30
	25
	55

	No of Insolvencies 
	50
	N/A
	50

	No of FOI received 
	60
	225
	285

	No of Refunds
	247
	363
	610

	No of inspections (empty/ New) 
	adhoc not measured 
	3 minimum per annum
	N/A

	BIDS
	NO
	1
	N/A

	Collection 
	98.57%
	99.40%
	N/A

	Total Revenue Gross
	£28.6m
	£34.9m
	£63.5m

	Total Revenue Net 
	£24.5m
	£30.2m
	£54.7m

	 
	 
	 
	 

	2016/17
	 
	 
	 

	Number of Mandatory cases 
	52
	76
	128

	Number of Mandatory and Discretionary cases 
	111
	61
	172

	Number of discretionary only cases 
	31
	3
	34

	Number of Rural mandatory and discretionary cases 
	19
	0
	19

	Number of Rural mandatory cases 
	4
	2
	6

	Number of Rural Discretionary only cases 
	20
	0
	20

	Number of SBRR under 12000
	1,058
	1,058
	2,116

	Number of properties lower multiplier (RV 12k- 18k) 
	632
	585
	1,217

	 
	 
	 
	 

	2017/18
	 
	 
	 

	Number of Mandatory cases 
	52
	67
	119

	Number of Mandatory and Discretionary cases 
	104
	54
	158

	Number of discretionary only cases 
	24
	3
	27

	Number of Rural mandatory and discretionary cases 
	0
	0
	0

	Number of Rural mandatory cases 
	20
	0
	20

	Number of Rural Discretionary only cases 
	16
	0
	16

	Number of SBRR under 15000
	1100
	1214
	2314

	Number of properties lower multiplier (RV 15k- 51k) 
	850
	873
	1723

	Rateable Value 2017 Rating List 
	£68,053,616.00
	£70,802,352.00
	£138,855,968.00

	NNDR1 net debit 
	£25,766,000.00
	£29,400,321.00
	£55,166,321.00

	
	
	 
	

	Benefits
	
	 
	

	Caseload
	5,129
	6,104
	11,233

	Time taken to process new Housing Benefit and Council Tax Support claims
	19.5 days
	21 days
	N/A

	Time take to process Housing Benefit and Council Tax Support change in circumstances
	6 days
	6 days
	N/A

	Number of new Housing Benefit and Council Tax Support claims processed
	3,005
	4,024
	7,029

	Number of Housing Benefit and Council Tax Support changes in circs processed
	22,718
	37,252
	59,970

	Number of appeals received
	1
	38
	39

	Value of Housing Benefit overpayments outstanding
	£1,366,267.58
	£1,096,869.00
	£2,463,136.58

	% of Housing Benefit overpayments recovered within 3 years of the debt being made
	73%
	77.70%
	N/A

	Council Tax Support Expenditure
	£3,599,106.43
	£3,822,876.00
	£7,421,982.43

	Housing Benefit Expenditure
	£18,418,049.00
	£21,675,382.00
	£40,093,431.00

	Housing Benefit Subsidy
	£18,065,872.00
	£21,458,662.00
	£39,524,534.00

	Admin grant
	£224,661.00
	£289,546.00
	£514,207.00
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Appendix B: As-Is Architecture: BCW
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Appendix C: As-Is Architecture: ENC
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Appendix D: Customer Relationship Management Strategies

ENC: As-Is
All Revenue and Benefits enquiries are handled by the ENC Customer Services Team, who operate a face to face service via a number of hubs as well as a phone enquiry centre.  The Customer Services Team handle a wide range of enquiries for the whole Council.  This team aim to triage / resolve queries at the first port of call, but where this is not possible, pass any outstanding queries to the Revenue and Benefits Team via email, hard copy or cold and warm transferred calls. 


ENC: To-Be
Jadu have recently been appointed by ENC to provide a cloud based solution, ‘Continuum CXM”, for creating and managing customer conversations.  

Continuum CXM provides a seamless, intuitive and consistent experience for all services teams and customers. Anticipated benefits for this project are:
· To provide customers with updates at every stage of a case, keeping them informed and reducing the number of calls to the current customer services team
· To provide a single view of a case via a web portal for customers, staff and third parties to review the facts and make the right decision
· Provide tools to improve efficiency – to enable easy triaging of cases and integration with back office workflows.

The project is in its early stages.  Revenues and Benefits, whilst in scope of the project, will not be impacted until later phases.  It is anticipated that the ENC Customer Services Team will use Continuum CXM and this will either have a 1 or 2 way integration to the Revenue and Benefits system.

There is no aspiration within BCW to use CRM in the immediate future.  


BCW: As-Is
All Revenue and Benefits enquiries are handled by a dedicated team and aim to resolve the enquiry at first point of contact. Information is recorded in the ‘MyAccount’ module of the current Revenue and Benefits system.


BCW: To-Be
Although BCW have no aspiration to use CRM, this may be a possibility in the long term, if benefits are identified and once the CRM implementation has stabilized in ENC.  In the short to mid term, BCW anticipate staying ‘as-is’, but exploiting customer enagement / self service opportunities provided by the core Revenue and Benefits System. 




Appendix E: Glossary


	Acronym / Term
	Description

	ATLAS
	Automated Transfers to Local Authority Systems

	BCW
	Borough Council of Wellingborough

	CIS
	Customer Information System

	CRM
	Customer Relationship Management

	DWP
	Department for Work and Pensions

	EDRMS
	Electronic Document and Records Management System

	ENC
	East Northamptonshire Council

	FOI
	Freedom of Information

	GDPR
	General Data Protection Regulations

	HMRC
	Her Majestys Revenue & Customs

	NNDR
	National Non Domestic Rates

	PSN
	Oublic Sector Network

	RTI
	Real Time Information

	RV
	Rateable Value

	SBRR
	Small Business Rates Relief

	SFIS
	Single Fraud Investigation Service

	SQL
	Structure Query Language

	System
	Generic term to describe the databases, modules and other components

	VOA
	Valuation Office Agency

	WURTI
	Wider Use of Real Time Information
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