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EXECUTIVE SUMMARY 

 
Introduction 
 
An audit of Housing Benefits was undertaken as part of the approved internal 
audit periodic plan for 2009/10. The objective of our audit was to review the 
systems in place for accurate and timely processing of housing benefit claims 
and payments. 
 
The Council processes approximately 7,500 new claims, 25,000 changes of 
circumstances and 21,000 unreported changes of circumstances for both 
Housing and Council Tax benefits per annum.  
 
To date for 2009/10, the Council has processed 3,185 new claims, 8,043 
changes of circumstances and 2,383 unreported changes of circumstances. 
 
The IBS system is used for the processing and payment of housing benefit 
claims. The Council have recently replaced a system called VALID with an 
IBS package for DIP and workflow. All benefits claims are now scanned, 
allocated a workflow number and assigned to a member of staff. Staff 
members now process claims right through to the decision stage.  
 
Performance monitoring is undertaken through a system called Openexec. 
With staff members processing claims through to decision stage, monitoring of 
performance can be tailored for each individual staff member. 
 
The Council report on two national annual performance indicators (NI180 - 
Number of changes of circumstances which affect the customer’s HB/CTB 
entitlement within the year, and NI181 - Time taken to process HB/CTB new 
claims and changes) on a quarterly basis. Performance targets are 1,300 
changes of circumstances affecting entitlement (NI180) and 13 days to 
process new claims (NI181).  

 
From the three recommendations made in the previous audit report one 
recommendation had been implemented. The remaining two 
recommendations, relating to policies and procedures and accurate data input 
have been reiterated.  
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Principal Findings 
 

 High Medium Low 

Number of recommendations 0 1 3 

 
The detailed findings and associated recommendations are provided in the 
second part of the report.  There were no high risk recommendations made in 
the report. 

 
 
Assurance Statement 
 
Internal Audit can provide substantial assurance with respect to the 
adequacy and effectiveness of controls deployed to mitigate the risks 
associated with the areas reviewed. 
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INTRODUCTION 

 
Objective & Scope 
 
The purpose of the audit review was to evaluate the adequacy of risk 
management and control within the system and the extent to which controls 
have been applied, with a view to providing an opinion. 
 
The key risks associated with the system objectives are: 
 

• Staff do not know what they are responsible for, or how they should 
carryout their duties, leading to non-compliance with legislation, 
laws or organisational policy and procedures; 

• The public are unaware of the benefits available to them; 

• Losses due to fraud or error, inefficient processing or inappropriate 
activity; 

• The housing benefit system is not administered appropriately; 

• Benefit fraud is not identified or investigated; 

• Poor decision making, due to poor quality or timeliness of 
information provided to management; 

• Statutory returns are not completed on a timely basis; 

• Systems are not updated correctly; and 

• There is a lack of segregation of duties for the procedures involved 
in the new IBS system. 

 

The areas covered as part of our review included: 

 

• Policies and procedures; 

• HB forms; 

• Collection of Housing Benefits; 

• Changes in Circumstances; and 

• Management Reporting. 

 
The following limitations to the scope of the audit were agreed when planning 
the audit: 
 

• We will not seek to detect fraud; and 

• We will not review the accuracy of Housing Benefit claims. 
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This audit report is presented on an exception basis. The detailed findings 
include only those areas where controls should be enhanced to improve their 
effectiveness and mitigate the risks that affect the Council’s objectives for the 
system reviewed. Controls and risks identified in the scope that are not 
mentioned in the detailed findings were considered to be adequate and 
operating effectively. 
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DETAILED FINDINGS 

 

Observation Risks Recommendation Management’s Response 

 

Recommendation 1 - Policies and Procedures 

Level of Risk - Low 

 

The Overpayments Policy, Prosecution 
Policy and LHA Direct Payments Policy 
were all reviewed and considered 
appropriate. 

 

However, it was noted that the 
Prosecution Policy was not dated, the 
Overpayments Policy was dated 
September 2007 and the LHA Direct 
Payments Policy was dated April 2008. 

 

Policy updates may 
not be identified and 
staff could be 
working to out-of-
date policies. 

The date of review should be 
noted on all policies and 
procedures and these should 
be subject to review on a 
scheduled periodic basis. 

 

Action: John Vickers – 
Revenue Services Manager 

Management Comment: 

Recommendation agreed. 

 

Planned Corrective Action: 

Policies will be reviewed and 
updated. 

 

Timescale: 

31/12/2009 
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Observation Risks Recommendation Management’s Response 

 

Recommendation 2 - Declarations of Interest 

Level of Risk - Low 

 

We reviewed Benefits staff 
declarations of interest to ensure that 
those that have declared an interest 
have appropriate user restrictions in 
place on the system.  

 Testing found that 20 out of 25 forms 
were dated in 2008.  

From the sample of 25 declarations, it 
was noted that 10 staff members had 
made declarations on the form.  

For the 10 declarations detailed, the 
system was reviewed to verify that 
appropriate user restrictions were in 
place. 

It was found that for eight out of 10 
declarations there were either no 
restrictions set or where restrictions 
were set, these did not provide full 
restriction from the relevant accounts. 

  

Interests are not 
declared in a timely 
manner and that 
staff can access 
claim details for 
claimants they have 
declared interest for. 

A formal process should be set 
up for ensuring that accounts 
are restricted in line with any 
staff declarations of interest that 
are made.  

As declarations are made each 
year the forms should then be 
reviewed in order to action the 
restrictions. 

 

Action: John Vickers – 
Revenue Services Manager 

 

Management Comment: 

Recommendation agreed. 

 

Planned Corrective Action: 

Forms will be actioned on an ad hoc 
and annual basis. 

 

Timescale: 

Immediate. 
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Observation Risks Recommendation Management’s Response 

 

Recommendation 3 - Write Offs 

Level of Risk - Low 

 

For a sample of 20 write offs, it was noted 
that these had been appropriately 
updated on the system showing amounts, 
dates and reasons for the write offs.  

The following was noted from our sample 
testing: 

• For three out of 20 write offs (21644, 
22845 and 16309) we were unable 
to identify whether the decision had 
been made by an appropriate staff 
member and whether there was 
appropriate segregation of duties 
between the staff member 
authorising and processing the write 
off on the system as there was no 
‘review of decision’ form completed 
or notes on the diary; and 

• We found one case (14270) where 
there was no segregation of duties 
between the staff member 
authorising and processing the write 
off. 

 

Write offs could be 
processed without 
appropriate 
authorisation.  

A ‘review of decision’ form 
should be completed for all 
write offs.  

 

There should be clear 
segregation of duties between 
the staff member authorising 
the write off and the staff 
member processing the write 
off. 

 

Action: John Vickers – 
Revenue Services Manager 

 

Management Comment: 

Recommendation agreed. 

 

 

Planned Corrective Action: 

An email or memo will be sent to 
the team leader who will then 
create a review of decision, which 
will then be imported into Civica. 

 

Timescale: 

31/12/2009 
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Observation Risks Recommendation Management’s Response 

 

Recommendation 4 - Input of New Claims 

Level of Risk - Medium 

 

A sample of 25 new claims were 
tested. It was found that: 

• Two claims (15258 and 22658) had 
incorrect dates of birth recorded for 
the claimant/ dependents. 

 

In all other cases information had been 
accurately input onto IBS from the 
application form.  

It was confirmed that checklists are no 
longer used to check each claim 
individually to identify errors.  

The Benefits team aim to complete a 
sample check of claims for each 
Benefits Officer, however upon review 
of the evidence it was found that these 
have not been completed since March 
2009 due to significant increases in 
workload.  

Discussions with the Benefits Team 
Leader found that there are currently 
plans in place to recruit further 
members of staff to the team. One of 
whom will be allocated the 
responsibility of checking claims. 

Due to a lack of 
sample checking, 
inaccurate input of 
data from the 
application form 
might not be 
identified and could 
lead to incorrect 
benefit being 
awarded, resulting in 
a potential loss to 
the Council. 

Staff should ensure that there 
are adequate procedures in 
place to verify the accuracy of 
new claim applications.  

 

Staff should ensure that all data 
from the application form and 
supporting documentation is 
accurately recorded on the IBS 
system to ensure correct benefit 
amounts are calculated and 
awarded. 

 

Sample checks should be 
completed on a continual basis 
to ensure accuracy of data 
input. 

 

Action: John Vickers – 
Revenue Services Manager 

 

Management Comment: 

Recommendation agreed. 

 

 

Planned Corrective Action: 

Additional resource to be allocated 
in respect of sample checking. 

 

Timescale: 

31/12/2009 
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ANNEX A 

 
 
Risk & Assurance – Standard Definitions 
 
 
Audit Recommendations 
 
Audit recommendations are categorised, depending upon the level of 
associated risk, as follows: 
 
 

Level Category Definition 

1 High 
Action is essential to manage exposure to 
fundamental risks. 

2 Medium 
Action is necessary to manage exposure to significant 
risks. 

3 Low 
Action is desirable and should result in enhanced 
control or better value for money. 

 
 
Assurance Statement 
 
Each report will provide an opinion on the level of assurance that is provided 
with respect the risk emanating from the controls reviewed.  The categories of 
assurance are as follows: 
 
 

Category Definition 

No 
The majority of the significant risks relating to the area 
reviewed are not effectively managed. 

Limited 
There are a number of significant risks relating to the area 
reviewed that are not effectively managed. 

Substantial 
The risks relating to the objectives of the areas reviewed are 
reasonably managed and are not cause for major concern. 
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What Happens Now? 
 
The final report is distributed to those involved with discharging the 
recommended action, the Head of Corporate Services, Audit Commission 
and, where applicable, the relevant Heads of Service. 
 
A synopsis of the audit report is provided to the authority’s Audit Committee.  
Internal Audit will carry out a follow-up exercise approximately six months 
after the issue of the final audit report.   The on-going progress in 
implementing each recommendation is reported by Internal Audit to each 
meeting of the Audit Committee. 
 
 
Any Questions? 
 
If you have any questions about the audit report or any aspect of the audit 
process please contact the auditor responsible for the review or Vince 
Rimmington, Manager of Audit & Risk Services on telephone number 0115 
9013850 or via e-mail to vince.rimmington@gedling.gov.uk 


