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Foreword by the Permanent Secretary

During the past twelve months the Department has faced the very
substantial challenge of maintaining an active labour market regime
through the recession whilst continuing to deliver the Government’s
programmes of welfare, pension and child support reform.

w_- The Department has risen to that challenge. As a result, in part

I 1 because of the Department’s work, the level of unemployment

is currently much lower than almost any external forecaster predicted a year ago.

At the same time the Department has introduced major policy and legislative reforms
in support of Ministers’ objectives.

These achievements come in addition to the improvements which the Department has
continued to make throughout the year to the quality of the services which it offers to
its customers, and to the significant reductions it has made in the cost of providing those
services. It is a tribute to the commitment of its staff that all of this has been delivered
against the background of unprecedented levels of work.

This plan sets out what the Department intends to deliver in 2010-11, the final year of
the 2007 Comprehensive Spending Review, and the financial and staff resource that will
be used in doing so. It summarises how the Department will continue to support those
affected by the consequences of the recession; the measures it will introduce to improve
the lives of children, families, pensioners and disabled people; and the steps it will take
to protect the interests of the taxpayer by delivering further efficiency in its processes
and operations.

Although the economy is now recovering, the year ahead will be another very
demanding one for the Department and its staff. The forthcoming election, whatever
the outcome, is certain to bring new challenges which may, of course, lead to changes
to this plan during 2010-11. | am confident, however, that the Department will, once
again, demonstrate that it has the skills and capability to rise to the challenges that it
will face over the coming year.

Leigh Lewis
March 2010



ntroduction

This plan sets out the challenges facing the Department for
Work and Pensions over the period from April 2010 to March
2011 and the plans that it has in place to meet them. It describes
how the Department will continue to implement the Government’s
programme of welfare reform and enhance the quality and
accessibility of its customer services. It also illustrates how the
Department plans to reduce its costs further in order to meet
taxpayer expectations on efficiency.

The Department’s Vision
1.1 The Department for Work and Pensions exists to:

 contribute towards fair, safe and fulfilling lives, free from poverty — for children,
people in work and retirement, disabled people and carers;

* reduce welfare dependency and increase economic competitiveness by helping
people to work wherever they can and employers to secure the skills and
employees they need; and

* provide greater choice and personalisation and higher quality of service for
customers where it is in their interests and those of the taxpayer.

1.2 In doing this the Department aims to enable people to fulfil their potential over
longer, more active lives. The Department remains firmly focused on providing its
customers with the services they need; looking, wherever possible, to join up and
simplify its services, both internally and externally with its partners.

1.3 In working towards these aims the Department has seven Departmental Strategic
Objectives which, together, drive all of its activities. They are to:

* reduce the number of children living in poverty;
* maximise employment opportunity for all;
* improve health and safety outcomes;

* promote independence and well-being in later life, continuing to tackle
pensioner poverty and implementing Pensions Reform;
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* promote equality of opportunity for disabled people;
* pay our customers the right benefits at the right time; and

* make DWP an exemplar of effective service delivery.

1.4 The Department also leads the delivery of two cross-Government Public Service
Agreements over the 2007 Comprehensive Spending Review period which ends in
March 2011:

* maximising employment opportunity for all; and

* tackling poverty and promoting greater independence and well-being in later life.
1.5 These cross-Government objectives will be met both through the Department
delivering against its Departmental Strategic Objectives and through the contributions
of its partners in the public, private and voluntary sectors.

1.6 The Department is organised into separate policy, corporate and delivery functions
in order to deliver its objectives, as shown in Figure 1.

Figure 1. How the Department is organised

Policy Groups

Policy and commissioning function

Pension

Protection Fund Health &
rotection Fun ;
Private and Pension, Safety Executive'
Local Voluntary Jobcentre Disability The Pensions Child
Authorities Sector Plus and Carers Regulator Maintenance and
Providers Service
Personal Accounts Enforcement
Delivery Authority? Commission
Corporate Functions
Delivery

Information Technology
Finance and Commercial
Change Programme
Communications

Legal
Human Resources
Directgov
Shared Services

Customer needs/outcomes met

1 The Annex provides a full list of the Department’s Non-Departmental Public Bodies.
2 PADA will wind up on 5 July 2010, and the National Employment Savings Trust (NEST) will be established from
5 July 2010.
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1.7 During 2009-10 the Department made significant progress in delivering its
Departmental Strategic Objectives and Public Service Agreements while at the same time
playing a crucial role in supporting people through the recession. The Department also
made substantial progress in its drive for greater efficiency. In particular it improved
productivity by a further 10% in 2008-09° and expects the figures for 2009-10 to show
a further improvement.

1.8 During 2010-11 the Department will continue to support customers through the
economic recovery. In this respect the Department’s priorities in the coming year will be to:

* maintain the active labour market regime and pay people’s benefits on time;
* support people to return to work quickly; and

* prevent worklessness amongst working-age people, providing particular support
to young people.

1.9 In addition to the considerable challenges presented by the recession, the Department
has continued to deliver important legislative and policy changes throughout 2009-10
in line with the Government’s aims of reforming and modernising the welfare state. It
has also continued to deliver value for money and improve the service to its customers.
Further detail of the Department’s achievements in 2009-10 can be found in chapters
two, three, and five.

1.10 During 2010-11 the Department will continue to:

 deliver the Government’s wide-reaching welfare, child support and pension
reform agendas; and

 drive forward the Department-wide Change Programme?*, delivering tangible
improvements for its customers and efficiency savings for the taxpayer.

1.11 The Department and its staff are rightly proud of what it has achieved as an
organisation and of what it continues to achieve every working day. As it faces up to the
challenge of global economic change over the next year and beyond, the Department
will continue to build upon these achievements to support the welfare, child support
and pension reform agendas.

3 DWP analysis including labour market and social security elements.
4 The Department has embarked on a major programme of change to transform the way it delivers services so that it
can both improve customer service and become more efficient.

6



Chapter Two

The Department’s response to
the recession

The Department’s plans for 2010-11 should be viewed in the
context of what has been the deepest recession for over a
generation. At 1.59 million, claimant unemployment is around
double what it was at the beginning of the three-year
Comprehensive Spending Review period in April 2008, although
this is significantly lower than most external forecasters had
predicted. Many people have experienced redundancy, some
for the first time, and have had to adjust to a lower income
while seeking help to return to work. This chapter sets out the
Department’s response to the challenges presented by the
recession and what it is doing to support the recovery.

2.1 The world economy has experienced the greatest upheaval for many decades. More
people than ever have relied on the Department to provide the help and support they need.
Since November 2008 the Government has set aside additional funding of some £5 billion
to enable the Department to maintain its active labour market regime and to continue
delivering it effectively at a time when workload volumes have increased substantially.

2.2 Whilst the Department cannot, of course, prevent people from losing their jobs it
aims to provide flexible, responsive, and targeted support to help people move back into
work as quickly as possible and to ensure that they are paid the right amount of benefit
in the meantime. In such circumstances the Departmental Strategic Objective to make
the Department an exemplar of effective service delivery has never been more important.

2.3 When people lose their jobs, their homes may also be at risk. To limit the effects of
the recession on home owners, the Government will maintain the standard interest rate
at 6.08 per cent under the Support for Mortgage Interest scheme until December 2010.
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2.4 The Department has also worked across Government and with other public bodies
to ensure that the system which protects and regulates pensions is robust in the face of
the recession. The Pension Protection Fund has directly protected over 30,000 people
who might otherwise have lost their pension when their employers became insolvent.

2.5 Despite the recession, most jobseekers spend only a relatively short time on
benefits before moving back into work. Over half of new claimants still leave Jobseeker’s
Allowance within three months, over 70 per cent within six months and around 90 per
cent within a year. When the effect of the recession on the labour market was at its
height, in the first half of last year, off-flow rates from Jobseeker’s Allowance fell back
significantly, though they remained higher than during the recession of the early 1990s
despite a larger fall in output. There are now signs, however, that off-flow rates from
Jobseeker’s Allowance are improving again as the economy begins to emerge from
recession. The number of new vacancies becoming available has also started to increase.

2.6 The additional funding received by the Department has enabled it to support the
increased volumes of people who have needed its help. In particular, the Department
has introduced a number of measures to help maintain the active labour market regime,
including:

* introducing the ‘Young Person’s Guarantee’ of a job, training, or work placement
for all under 25s who have been on Jobseeker’s Allowance for six months. From
April 2010 young people will be required to take up one of the options if they
have spent ten months on Jobseeker’s Allowance;

* launching the ‘Backing Young Britain’ campaign in July 2009 to encourage
businesses to create more opportunities for young people;

* implementing a package of measures to help those who have been out of work
for more than six months, including:

— recruitment subsidies and access to in-work training worth £1,500 to encourage
employers to recruit and train unemployed people;

— additional work-focused training places to enable people to get new skills
and employment;

— opportunities to undertake volunteering to enhance employability;

— support to help people become self-employed, including support to create
a business plan and financial support for the first months of trading; and

* launching the Future Jobs Fund aimed at creating 170,000 new jobs for those
who have been unemployed for six months or more, with at least 120,000
targeted at young people and 50,000 in unemployment hotspots. The Future
Jobs Fund, which is part of the Young Person’s Guarantee, aims to prevent
young people and other disadvantaged groups from becoming trapped in long-
term unemployment. To date the Department has agreed bids to create around
117,000 jobs — about 69% of the 170,000 jobs that the Fund is now being
targeted to provide.
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2.7 During 2010-11 the Government aims to build upon these foundations by
introducing further tailored back-to-work support, in particular by:

ensuring that the Young Person’s Guarantee is delivered for all under 25s who
have been unemployed for over 6 months through:

filling at least 120,000 jobs through the Future Jobs Fund;
supporting 20,000 non-graduate internships and 10,000 mentoring places;
supporting 5,000 work experience places by March 2011;

supporting the Department for Business Innovation and Skills in creating
20,000 graduate internship places; and

providing 3,000 internship places through Jobcentre Plus; and

providing extra jobsearch help for professionals and executives.
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Improving the lives of our
customers

Beyond responding to the challenges presented by the
recession, the Department has continued to take forward its
programme of welfare and pensions reform for current and
future pensioners, disabled children and adults, and carers, to
improve the lives of customers in its four main client groups:

» families and children;
* people of working age including young people;
e older people; and

» disabled people and their carers.

This chapter summarises the key policy and legislative
developments during the past year and sets out how the
Department aims to make further progress over the course
of 2010-11.

Helping families and children

3.1 The Government remains fully committed to its aim of eradicating child poverty.
Action taken by the Government has succeeded in lifting 500,000 children out of poverty,
and measures announced in and since the 2007 Budget are expected to lift around a
further 550,000 children out of poverty. The Department continues to support this
commitment by developing and implementing policies aimed at tackling child poverty.

3.2 During 2009-10 the Department:

* supported Ministers in securing Royal Assent to the Child Poverty Act to enshrine
in law the commitment to eradicate child poverty;

* piloted innovative approaches to tackling child poverty, including the provision
of employment advice to parents in schools and Children’s Centres;

10
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introduced family-friendly rules in Jobseeker’s Allowance to allow parents with
children below 13 to restrict their availability to work to school hours; and

introduced a disregard of Child Benefit in the calculation of Housing Benefit and
Council Tax Benefit entitlement.

3.3 In 2010-11 the Department aims to:

look at ways to help parents with the upfront costs of childcare where such
costs are a barrier to moving into work;

extend Lone Parent obligations to those whose youngest child reaches seven,
and introduce ‘Progression to Work’® pathfinders for lone parents and partners
of certain benefit recipients with a youngest child aged 3-6, to help them to
enter work when they are ready to do so;

continue the reform of the child maintenance system, including the introduction
of a full child maintenance disregard in income-related benefits from April 2010;

establish the Child Poverty Commission by October 2010; and

publish a Child Poverty Strategy® by March 2011 and provide guidance to local
authorities on their new duties under the Child Poverty Act by October 2010.

Helping people of working age

3.4 The Department has implemented a strong and active labour market policy to support
its continuing ambition of an 80 per cent employment rate for the UK, and to reduce
the gap between the overall employment rate and the rate for disadvantaged groups. It
is also reforming the benefits system to ensure it provides the right support and incentives
to improve the health and well-being of the working age population as a whole.

3.5 In addition to the targeted employment initiatives introduced to combat the effects
of the recession, during 2009-10 the Department:

supported Ministers in securing Royal Assent to the Welfare Reform Act in
November 2009, the legislative base for providing a more active and responsive
welfare system to support more people back into work and enshrine a system of
rights and responsibilities;

published the Employment White Paper Building Britain’s Recovery: Achieving
Full Employment in December 2009, which set out the Government’s strategy
for helping people into work, to progress while in work and to remain in work;

set out a Great Britain-wide strategy for supporting those with mental health
conditions, Working our way to better mental health: a framework for action,
in December 2009 to improve well-being at work for everyone and to deliver
better employment results for people who have mental health conditions;

launched the consultation Supporting People into Work: The Next Stage of
Housing Benefit Reform to support people through the Housing Benefit system
as they move into employment; and

® The Pathfinders support regular engagement with a personal adviser and mandatory work-related activity.
6 The Child Poverty Strategy will set out the Government’s approach to eradicating child poverty by 2020. The first strategy
is to be published within a year of Royal Assent to the Child Poverty Act, and the strategy is to be refreshed every three years.

11
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3.6

12

introduced the first phase of the Flexible New Deal, in half of the country, to
provide intensive and personally tailored support to people who have been
claiming Jobseekers Allowance for 12 months.

In addition to the recession-related measures discussed in the previous chapter, in
2010-11 the Department aims to:

roll out Flexible New Deal Phase 2 from October 2010, ensuring all customers
receive tailored support to get them back into work;

pilot new and innovative ways of providing more flexible and personalised
support to customers through introducing:

— a more flexible system in Jobcentre Plus which will provide more freedom to
tailor services to local customers and give district managers greater discretion
in allocating employment support across benefit groups;

— the Work for your Benefit programme from autumn 2010 for jobseekers who
do not find sustained work by the end of their time on the Flexible New Deal;

— Invest to Save, which will reward providers for the benefit savings they achieve
from tackling long-term benefit dependency; and

— the Personal Employment Programme which will involve providers offering
support to Jobseeker’s Allowance and Employment and Support Allowance
customers as well as certain groups of customers who may be eligible to
volunteer for support under the programme and moving them into work;

strengthen incentives to work through:
— testing a ‘Better Off In Work’ Credit;

— testing an enhanced disregard for lone parents in the Progression to Work
pathfinders; and

— increasing the Carer’s Allowance earnings limit from £95 to £100 a week;

begin the migration of 1.5 million existing incapacity benefits customers to the
Employment and Support Allowance and complete the statutory review of Work
Capability Assessments by September 2010;

implement the remaining initiatives arising from Improving health and work:
changing lives namely:

— the Fit for Work Service;
— the national Centre for Working Age Health and Well-being; and

— establishing the ‘Fit note’ to support General Practitioner discussions for
people potentially or actually off work due to a health condition;

roll out an integrated employment and skills customer journey to all Jobseeker’s
Allowance customers in England by February 2011;

increase the job outcomes achieved through contracted employment provision;

contribute to reducing re-offending by improving the employment support offered
to offenders, through improved partnership working with the Ministry of Justice;

process new claims and changes of circumstances in Housing Benefit and
Council Tax Benefit in an average of 14.2 days;
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3.10 In 2010-11 the Department aims to:

* set up the NEST Corporation by July 2010 to run the new National Employment
Savings Trust, which will be introduced as part of the workplace Pensions Reforms
in 2012 and to lay the foundations for the launch of NEST on a voluntary and
trial basis from spring 2011,

* complete the procurement process for the main Pensions Regulator contract to
deliver the compliance regime for the workplace Pensions Reforms and continue
the major communications campaign to inform employers of what will be
expected of them from 2012,

* implement key elements of the Building a Society for All Ages strategy, including:

— supporting local authorities to improve the planning and delivery of their
services for older people;

— using Directgov to bring together in one place the services that help people
plan for their later life; and

— giving older people access to more services, including telehealth and
Government services, by bringing computers and broadband internet to
sheltered housing;

* introduce a new National Guidance Initiative to help employers create new job
opportunities for older workers;

* help carers to build an entitlement to a basic State Pension by introducing the
Carer’s Credit in April 2010;

* launch a pilot for paying Pension Credit automatically;
* develop further Pensions Reform changes including:

— introducing changes to the contributory conditions upon which State Pension
entitlement is based;

— introducing the new Carers Credit to widen State Pension provision for
parents and carers;

— issuing further direct mailings to women impacted by the changes in State
Pension age; and

— completing the final elements of IT changes to the Department’s and HM
Revenue and Customs’ systems;

* complete the first transfer of assets and liabilities from the Pension Protection
Fund to HM Government by April 2011; and

* deliver the annual benefit uprating process.

Helping disabled people

3.11 The Government is committed to improving the life chances of disabled people
and has agreed a long-term vision that, by 2025, disabled people in Britain should have
full opportunities and choices to improve their quality of life and will be respected and
included as equal members of society. The Office for Disability Issues is part of the
Department but works across the whole of Government to support this vision.

14



Chapter 3

3.12 During 2009-10 the Department:

legislated for the ‘right to control’ which aims to shift the balance of power from the
state to the individual, increasing choice and control for disabled adults by enabling
them to choose how selected state funding is used to meet agreed outcomes;

published the Roadmap to 20252 which sets out a vision of disability equality
under 14 key themes based on disabled people’s views of what equality means
to them, and which also details what Government Departments have achieved
so far and the next steps on the strategy;

published Realising ambitions: Better employment support for people with a
mental health condition, an independent review which made recommendations
on how to help and support people with a mental health condition and claiming
benefits to get into and remain in employment;

supported the Government’s ratification of the UN Convention on the Rights of
Persons with Disabilities; and

supported the passage of the Equality Bill through Parliament. The Bill contains
a package of measures for disabled people and delivers strengthened and
streamlined disability discrimination law.

3.13 In 2010-11 the Department aims to:

set out proposals for reforming employment support for sick and disabled
customers and launch the Work Choice programme by October 2010. This will
provide flexible support for disabled customers who face more complex barriers
to accessing and remaining in work and who could not obtain sufficient help
through other Departmental programmes;

roll out improvements to the Access to Work programme?;

begin to implement the accepted recommendations from Realising ambitions:
Better employment support for people with a mental health condition;

test the right to control for disabled adults in eight Trailblazer areas;

set up 14 sites across England which will contribute to a Government evaluation
of Project Search?’;

support the effective implementation of the Equality Act — subject to Royal
Assent; and

monitor the implementation of the UN Convention on the Rights of Persons
with Disabilities.

8 http://www.odi.gov.uk/roadmap2025

¢ announced in Building Britain’s Recovery: Achieving Full Employment. Access to Work is a specialist disability
programme that helps disabled people overcome work-related obstacles.

10 pProject Search is a model which helps disabled people with moderate to severe learning disabilities to secure and
keep permanent paid jobs.
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Chapter Four

The Department’s delivery
puSINesses

The Department’s policies as described in the previous
chapter are implemented through both private and third sector
providers but also through the Department’s own delivery
businesses and major Non-Departmental Public Bodies. Each
has its own Business Plan for 2010-11 setting out its objectives
and targets in detail'!. This chapter provides a summary of
those plans along with the targets set for each for 2010-11 by
the Secretary of State.

Jobcentre Plus

4.1 Jobcentre Plus plays a major role in supporting people to gain the skills they need
to find and stay in work, and in paying benefits to people of working age entitled to
them. It provides services based on individual customers’ needs while seeking to deliver
efficiency and value for money. Jobcentre Plus has faced substantial challenges over the
last year with significantly rising workloads and many more customers needing help in
finding work. It responded promptly to these challenges, working quickly to build up
capacity and offer extra support to customers while maintaining high service and
performance levels.

4.2 Working closely with employers and its partners, Jobcentre Plus aims in 2010-11
to continue to deliver a responsive, modernised and supportive service to its customers.

1 http://www.dwp.gov.uk/about-dwp/customer-delivery/jobcentre-plus/publications-jobcentre-plus
http:/imww.dwp.gov.uk/about-dwp/customer-delivery/the-pension-service/the-pension-service
http://www.hse.gov.uk/aboutus/strategiesandplans/businessplans/index.htm
http://mww.childmaintenance.org/en/pdf/Business-Plan-2010.pdf

16


http://www.dwp.gov.uk/about-dwp/customer-delivery/jobcentre-plus/publications-jobcentre-plus
http://www.dwp.gov.uk/about-dwp/customer-delivery/the-pension-service/the-pension-service
http://www.hse.gov.uk/aboutus/strategiesandplans/businessplans/index.htm
http://www.childmaintenance.org/en/pdf/Business-Plan-2010.pdf

4.3

Chapter 4

In particular in 2010-11 Jobcentre Plus aims to:

continue to help its customers into work, in particular young people and its
most disadvantaged customers by, for example:

bringing forward the Young Person’s Guarantee to six months and providing
additional opportunities including Future Jobs Fund jobs, work-focused
training, internships and Routes into Work;

providing dedicated support to 18-24 year olds from a named adviser, with
additional flexible adviser support in the first 13 weeks and throughout their
claim. This will be alongside strengthened jobsearch support and additional
adviser time between 13 and 26 weeks;

providing more back-to-work support for customers aged over 50, professionals,
people wanting to become self-employed and people with a history of
unemployment and putting in place full time mental health coordinators in
each of its districts;

establishing outreach teams in each region that will tackle worklessness on
housing estates, working with local partners;

completing the final phase of transition to the new Jobseeker’s Allowance
customer journey with the roll-out of the new Jobseeker’s Regime and
Flexible New Deal in the rest of the country, providing long-term unemployed
customers with personalised, tailored help in getting a job; and

testing a more flexible system in some Jobcentre Plus districts to provide
more freedom to tailor services to local customers;

implement further welfare reform measures by:

starting to migrate Incapacity Benefit customers to the Employment and
Support Allowance;

piloting a new approach to Jobseeker’s Allowance and Employment and
Support Allowance customers with drug problems;

implementing ‘Payment On Account’ of benefits thus removing a need for
customers to claim a Crisis Loan pending their first benefit pay day;

supporting long-term unemployed people with full-time work experience and
additional employment support; and

working with other organisations such as local authorities, banks, building
societies and Government Departments to reduce fraud and error.

17
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4.4 Jobcentre Plus’s 2010-11 targets are:

Target description 2010-11 Target Level

Job Outcome Target*? 11.47 million points

Interventions Delivery Target*® 85%

Employer Engagement Target 91%

Customer Service Target®® 86%

Fraud and Error'® To play a key role to prevent and detect

overpayments and underpayments of
benefit consistent with the Department’s
aim to reduce total overpaid expenditure
across all benefits to 1.8%, and underpaid
expenditure to 0.7%, of total benefit
expenditure by March 2011.

By March 2011, to ensure that losses from
fraud and error in working age Income
Support and Jobseeker’s Allowance
amounts to less than 4.2% of overall
expenditure.

Average Actual Clearance Time

Jobseeker’s Allowance 11 days
Income Support 9 days
Employment and Support Allowance 14 days

The Pension, Disability and Carers Service

4.5 The Pension, Disability and Carers Service plays a crucial role in delivering benefits
and entitlements to nearly 15 million customers, some of whom are among the most
vulnerable members of society.

4.6 In doing so it serves a broad customer base which includes current and future
pensioners, disabled children and adults, and their carers.

12 Shared with the Employment Group who have responsibility for delivery of Employment Programmes.

13 An average of two elements: conducting 83% of Income Support lone parent work-focused reviews within

3 months of when they are due and 87% of Jobseeker’s Allowance interviews within 6 weeks of when they are due.
14 Employers placing their vacancies with Jobcentre Plus to have a positive outcome.

15 Assessed against the Department’s Customer Charter service standards of ‘Right Treatment’, ‘Right Result’, ‘On
Time’ and ‘Easy Access’.

16 Jobcentre Plus and the Department are jointly responsible for this target. Jobcentre Plus monitors an internal
operational target designed to mitigate the risk of fraud and error entering the system.

18



4.7 In 2010-11 the Pension, Disability and Carers Service aims to:

* improve accuracy and speed of benefit payments; meeting particularly

challenging targets;

* extend use of self-service and new e-channels including online claiming

and text messaging;

* continue with the campaign to identify and eradicate fraud; and

Chapter 4

* make effective preparations for major changes to the State Pension system.
Pensions Reform is effective from April 2010.

4.8 The Pension, Disability and Carers Service targets for 2010-11 are:

Target description

Pension Credit: take-up of
new claims

Accuracy of decisions

Average processing time for
new claims

Reduce Fraud and Error in
Pension Credit

Telephony

Attendance Allowance 94%
Carers Allowance 98%
Disability Living Allowance 94%

Pension Credit new claims and changes of
circumstance 94%

State Pension new claims and changes of
circumstance 98%

Attendance Allowance within 16 days
Carers Allowance within 13 days
Disability Living Allowance within 37.7 days

Pension Credit (from the date evidence received)
within 15 days

State Pension to clear 95% of new claims within
60 days

3.9% by March 2011

At least 93% of calls to be answered first time with
less than 1% receiving the engaged tone

2010-11 Target Level

180,000 successful new Pension Credit applications'’

17 The Agency will monitor data through the first part of the year and adjust the target level if necessary on the basis
of actual volumes processed. For further detail see the Pension, Disability and Carers Service 2010-2011 Business plan.
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Child Maintenance and Enforcement Commission

4.9 The Child Maintenance and Enforcement Commission was established as a Crown
Non-Departmental Public Body in July 2008. The Commission’s primary objective is to
maximise the number of effective child maintenance arrangements in place, whether
made privately between parents, by court order or through the statutory maintenance
scheme. It seeks to do this across an estimated 2.6 million separated families.

4.10 In 2010-11, the Commission’s priorities will be to continue to support clients
by delivering on the commitments in the 2006 White Paper A new system of child
maintenance and the Child Maintenance and Other Payments Act 2008. These include:

e continuing to develop the range of services provided by Child Maintenance
Options, so that more people use the service and more children benefit;

* completing research to analyse why so many separated parents do not make child
maintenance arrangements, and what steps can be taken to change behaviours;

* designing the future child maintenance scheme, and preparing for its launch
during 2011;

* undertaking work to design the way in which clients on the current statutory
schemes will be able to apply to the future scheme or make a private agreement;

* developing the enforcement regime for the statutory scheme, with the
introduction of further new powers; and

* maintaining the improvement in the performance of the current statutory schemes.

4.11 The Child Maintenance and Enforcement Commission’s 2010-11 targets are:

Target description 2010-11 Target Level

Number of children benefiting from an 950,000 children benefiting
arrangement made through the statutory

schemes or a private arrangement after

contact with the Child Maintenance

Options service

Amount collected or arranged through the £1.135 billion
statutory maintenance scheme

Maintenance outcomes: the proportion 76%
of people with a statutory maintenance
liability paying child maintenance

20






Providing value for money and
transforming customer service

The Department has done much in recent years to reduce its
costs substantially as part of the Government’s drive to increase
public sector efficiency and reduce the burden on the taxpayer.

5.1 Over the course of the 2004 Spending Review Period, from 2005-06 to 2007-08,
the Department improved the quality of its services while delivering savings of
£1,446 million over the three years. The Department met this challenge by:

* improving its overall productivity by 15% and staff productivity by 20%;
* renegotiating contracts, for example with its external IT suppliers to reduce costs;

* modernising how it pays benefits. 98% of benefits are now paid directly into
customers’ bank or building society accounts;

* developing shared financial, human resource and procurement services,
including payments to customers, recovering debt and managing compensation
recovery; and

* modernising a substantial number of its services and processes.

5.2 The Department recently published Delivering more for less: the efficiency
programme of the DWP which details the Department’s progress to date'®.

5.3 Subsequently, the Comprehensive Spending Review 2007 set the Department the
challenge to deliver a further 5.6% year-on-year efficiency equivalent to annual savings
of £1.4 billion by the end of 2010-11. The Department has already made substantial
progress towards this objective by delivering in 2008-09 £581 million of efficiencies,
including a further 10%? increase in productivity.

5.4 During 2009-10 the Department also:

* reduced its eight London head office buildings to two and vacated a further 23
buildings saving £12 million per annum; and

19 http://www.dwp.gov.uk/docs/delivering-more-for-less-22mar10.pdf
20 DWP analysis including labour market and social security elements.
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* embedded Lean working#, using staff expertise to save some £125 million.
Since 2007, Lean working has saved the Department over £150 million in total.

5.5 Increased efficiency has, however, not been at the cost of reducing the Department’s
service to its customers. The Department’s Change Programme, which was established
in 2006, has, in particular, the twin aims of driving down costs whilst improving service
to customers.

5.6 During 2009-10, both as part of the Change Programme and more widely,
the Department:

* launched Jobseeker’s Allowance online which enabled customers to make a
claim for contribution-based Jobseeker’s Allowance through Directgov. Over
100,000 such claims have now been made online;

* launched a new State Pension internet service, allowing customers to see how
changes to State Pension will affect them;

* developed the online Benefits Adviser Service which allows customers to identify
which of 28 benefits and credits they might be entitled to, and which allows customers
to see what would happen to their overall income if their circumstances were to
change. By January 2010, 70,000 customers were using this service each week;

* introduced a new IT tool which means that customers receiving more than one
benefit now only have to make one telephone call to report a change of address
or a change to their desired method of payment;

* launched a single virtual contact centre in Jobcentre Plus which has made access
to services via telephone easier for customers;

* rolled out the ‘In and Out of Work’ Programme, where customers who need to
contact a number of agencies can now use just one point of contact, making it
easier to re-claim if a new job does not work out; and

* tested a new, simpler claim pack and guidance for parents and carers with
disabled children.

5.7 As aresult of these and other changes, the Department has been able to deliver
substantial efficiency savings while maintaining levels of customer satisfaction. The Change
Programme alone will deliver approximately £1 million of savings for each working day
when all its initiatives are in place.

Delivering value for money

5.8 The current economic climate inevitably requires the Department to become even
more efficient. To this end during 2010-11 the Department will:

 vacate and dispose of a further 10 buildings saving £7 million per annum;

* extend service delivery by its Shared Services function to other Government
Departments. The Cabinet Office has already asked the Department to create a
new delivery organisation within its Shared Services, to take on the administration

2l | ean is a set of systematic behaviours which uses staff expertise to improve the way the Department works by
removing waste from everything it does — waste is anything that does not add value for the customer.
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of the Civil Service Pension Scheme for the whole of the Civil Service with the aim
of delivering administrative savings of around £70 million over a ten year period,

ensure that its face-to-face service delivered in peoples’ homes is more effectively
focused on its most vulnerable customers, and broaden it to include customers
of all ages;

lead a cross-Government review of the design of HR services with the aim of
removing duplication and increasing standardisation. Within the Department,
this aims to increase the number of staff per HR employee from 57 to 77;

better manage the demand for its services by conducting robust assessments of
each request to ensure that they are procured at the best value for money and
managed to extract maximum value;

continue the drive to reduce travel and associated costs by increasing the use
of video and teleconferencing;

renegotiate contracts so that they better serve new business requirements, for
example by ensuring that medical service arrangements reflect the significant
increase in business volumes and new benefits such as the Employment and
Support Allowance; and

further reduce the cost of the Department’s IT, for example a new contract for
desktop services from September 2010 valued at some £200 million per annum
over 6 years will provide savings of some 20%.

Safeguarding the benefits system

5.9 The Department’s drive to reduce expenditure will continue also to include bearing
down on fraud and error in the benefits system. At 2.2% of benefit expenditure, the
proportion of overpayments as a result of fraud and error across all benefits is around a
third less than in 2000-01. Over that same period the proportion of loss due to fraud
has reduced by over 60%.

5.10 Despite this significant achievement the Department aims to do more. In particular
in 2010-11 the Department aims to:
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utilise staff within Jobcentre Plus to investigate, based on risk profiling, more
cases where under or overpayments may exist;

provide direct access for Housing Benefit staff to changes in customers’
circumstances held on the Department’s systems and invest in a computer
system which will automatically reassess Housing Benefit and Council Tax
Benefit eligibility when a customer has a change of circumstances;

match local authority data with that held by credit reference agencies to identify
potential fraud and error in Housing Benefit and Council Tax Benefit;

enhance its use of data-matching techniques to reflect best practice in the
private sector;

explore and develop the use of communication channels such as text messaging
to remind customers to report changes in their circumstances promptly; and

pursue those who continue to receive benefits unlawfully while abroad by
increasing the number of countries with which it has arrangements for closer
working and data sharing.
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Modernising customer service

5.11 As part of its commitment to its customers the Department launched during
2009-10 a Customer Charter which outlines what its customers can expect.

Figure 2: Our Customer Charter?

Our Customer Charter

Our Commitment

We will give you the right information, making it
clear what you can expect from us and what your
responsibilities are in return.

You told us what is important to you. (*
We ask you to:

nght Treatment B tell us if your personal
We will do our best to help you, circumstances change
listen to you and make sure you B keep any appointment you have

feel comfortable dealing with us. with us, or let us know as soon as

possible if you can’t

Right Result

We want you to have confidence
in our decisions. If the outcome is
not what you hoped for, we will
explain why and tell you what will
happen next.

B treat our staff with courtesy

B tell us if you need to communicate
with us in a different way.

We wiill also:

B protect your personal information
On Time - our Information Charter tells you

. . . how
We will deal with you as quickly as

we can. We will tell you how long
we will take and do our best to

B use your feedback to improve
our services

LD LH L L

keep to the time we have said. B take any complaints seriously
- our leaflets, website or staff can
Easy Access tell you how to complain
We will make sure you can contact M protect public money — we will not
us in ways that are simple and tolerate fraud
easy to understand. We will tell B measure how well we meet these
you about other services that may standards and publish the results.
help you. . J
You can find out more from Jobcentre Plus, The Pension Service, and
. Disability and Carers Service are part of the
www.direct.gov.uk/DWPCharter
We work closely with HM Revenue & Customs DWP Department fO!’
to support our customers. Work and Pensions

22 http://www.dwp.gov.uk/docs/customer-charter-dwp.pdf
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5.12 During 2010-11 the Department aims to:

expand the range of services it offers over the internet, including:
— making it easier for employers to advertise vacancies online;
— matching customer information with employer requirements; and

— enabling customers to claim income-based Jobseeker’s Allowance and State
Pension online;

* continue to reduce the complexity of the benefits system to help customers to
understand both their rights and responsibilities;

* work with other Government Departments and local authorities to roll out the
“Tell Us Once’? service under which people will only need to inform a Government
agency once of a birth or death;

* continue to embed Lean?* principles, empowering the Department’s staff to
continually improve the way they work, adding value to the customer by
removing inefficiencies in the service to them;

* improve the way in which the Department handles and learns from customer
complaints; and

* increase the Department’s understanding of its customers to support the
efficient and effective delivery of its strategic objectives.

2 Tell Us Once joins up Government for citizens so that they only need to inform central and local government just
once of changes in their circumstances such as a birth or a death. Tell Us Once is a cross-Government programme led
by the Department in partnership with local authorities, HM Revenue and Customs, Identity and Passport Service and
Driver and Vehicle Licensing Agency to deliver services the way customers want them.

2 L ean is a set of systematic behaviours which uses staff expertise to improve the way the Department works by
removing waste from everything it does — waste is anything that does not add value for the customer.
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The Department’s
corporate strategies

This chapter sets out the Department’s key enabling strategies
which support the development of welfare reform and the
wider Departmental policies described in Chapter 3 and delivery
of customer service described in Chapter 4. The strategies and
priorities for 2010-11 are underpinned by a suite of internal
targets which are summarised below.

Departmental Business Strategy

6.1 The Department’s Business Strategy provides the overall strategic direction and a
consistent set of principles and commitments that drive the future of the Department. It
provides the framework for all of the Departmental strategies described in this Chapter.

6.2 The core principles of the Department’s Business Strategy are to:
¢ transform the quality of customer service;

* drive up the efficiency of the Department’s delivery and performance against
each of its Departmental Strategic Objectives; and

* use each as a key means of achieving the other.

6.3 The Business Strategy is underpinned by a service delivery strategy which sets out
the Department’s approach to customer service and the core principles and framework
through which it will deliver to meet the needs of its customers.

6.4 In this respect the Department’s key priorities in 2010-11 will be to:
* meet its efficiency challenges;
* put self-service at the heart of its delivery model;
* ensure strategic alignment of all of the Department’s projects;
* continue to reduce avoidable contact across the Department; and

* build an approach to channel shift, digital inclusion and how the Department
will automate more of its processes.
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Finance Strategy

6.5 The strategic goal of the Department’s Finance Strategy is to support the Department
to deliver services efficiently to its customers whilst ensuring value for money for the
taxpayer. It aims to achieve this through robust financial management and high quality
commercial services delivered by skilled people. In taking forward this goal in 2010-11
the key priorities will be to:

reduce the administrative cost of paying benefits;
reduce the cost of Departmental contracts;
increase the total amount of debt recovered;

deliver the Customer Payments System in order to provide payments to customers
that are secure, accurate and timely; and

reduce the cost of the head office estate.

6.6 Specifically the Department will aim to:

reduce the cost of benefit payments by 25% (from £160 million in 2009-10) by
moving customers to cheaper payment methods;

find efficiencies worth 5% in back-office contracts;
recover £375 million of debt, up from the 2009-10 target of £282 million;

implement the new Customer Payments System, and transfer all Pension Service
payments to it during the year; and

develop a strategy to reduce spending on head office space by 20% by 2014.

Human Resources Strategy

6.7 The strategic goal of the Department’s Human Resources Strategy is to create a
skilled, professional and flexible workforce of the right size which is capable of delivering
improved and efficient performance for customers. In working towards this goal in
2010-11 the key priorities will be to:
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ensure that the Department’s workforce is of the right size and organised and
located to deliver the required outcomes for customers, taxpayers and the business;

ensure that HR policies support optimum business performance;

ensure that the Department’s staff understand its future business vision;

identify and develop the key skills and capabilities which the Department needs;
ensure that staff are engaged and motivated to deliver the required outcomes; and

encourage and deliver leadership.
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6.8 Specifically the Department will aim to:

improve staff satisfaction with HR services to 70%o;

following approval of a pay remit, negotiate with its trade unions promptly
to set levels of pay and deliver implementation of a pay award as soon as is
reasonably possible;

clear 90% of calls to Employee Services at the first point of contact;

improve staff perceptions of leadership by 2 percentage points®;

aim for all available Senior Civil Servants to spend a week going ““Back to the Floor”;
improve employee engagement with the Department by 5 percentage points?; and

contribute 5,000 days of staff time to supporting local community initiatives.

Diversity and Equality Strategy

6.9 The strategic goals of the Department’s Diversity and Equality Strategy are to
ensure that diversity and equality of opportunity are an integral part of the Department’s
work and to support the delivery of its Public Service Agreements to address the
disadvantage that individuals experience because of their gender, transgender, race,
disability, age, sexual orientation, religion or belief. In working towards these goals in
2010-11 the Department’s key priorities will be to:

continue to take account of issues of diversity and equality in transforming the
Department’s policies, business processes and services;

ensure that disabled staff and customers are not disadvantaged by changes to
technology used in the Department; and

identify further positive actions that will improve representation of minority staff
at all levels.

6.10 Specifically the Department will aim to achieve gender, ethnicity and disability
staffing rates as detailed in Figure 3:

% based on the cross-Government Civil Service People Survey.
% based on the cross-Government Civil Service People Survey.
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Figure 3: Diversity and Equality targets

Grade Women Ethnic Minorities  Disabled People
National National National
Economically Active  Economically Active  Economically Active
Rate (EAR) 45.0% Rate (EAR)10.2% rate (EAR) 10.5%
March 2011 target

PB2 and 30.0% No target required by  No target required by

above Cabinet Office Cabinet Office

All SCS 39.5% 5% 5.2%

G6 45.0% 5.5% 5.2%

G7 47.0% 5.5% 5.2%

SEO No target — already 5.5% 5.5%?2"
exceed EAR

HEO No target — already 7.5%
exceed EAR

EO/AO/AA No target — already No target — already 6.0%
exceed EAR exceed EAR

IT Strategy

6.11 The strategic goal of the Department’s IT Strategy is to design and deliver technological
services that enable the Department to improve performance, reduce cost and modernise
the service it provides to its customers, whilst identifying opportunities to join up services
across Government. In working towards this goal in 2010-11 the Department’s key
priorities will be to:

e support the transformation of Departmental services to customers;

* meet the changing demands of staff, making systems and reliable IT services
available when they need them;

* drive down information technology costs by improving utilisation and reducing
consumption and unit costs of IT resources; and

* deliver continuous improvement in the performance of the Department’s IT providers.

6.12 Specifically the Department will aim to:
* ensure that 90% of IT enhancements are delivered to agreed scope and time;
* keep IT system downtime beneath 0.5%;
* achieve a ratio of 104 personal computers for every 100 staff; and

* improve IT supplier performance, by scoring at least 4 on the supplier
performance index?.

27 The target of 5.5% refers to grades SEO and HEO combined.
28 A rating based on a satisfaction scale from 1 to 5, where 5 is more than satisfactory.
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Directgov

6.13 Directgov is the Government’s digital channel for citizen-facing information and
services. Its goal is to make it easier for citizens to do business with Government, whilst
also providing cost savings. 2010-11 will be a challenging year for Directgov which aims
to deliver an ambitious programme at reduced cost. In working towards this goal in
2010-11 Directgov’s key priorities will be to:

* improve people’s experience of interacting with Government by enabling people
to access all online Government services in one place;

* make the Directgov site easier to use; and

* improve customer satisfaction with Directgov’s services.

6.14 Specifically Directgov will aim to:

* complete the move of 95% of citizen-facing information and services from
Government websites to Directgov;

* provide a better online experience for the citizen and improve its customer
satisfaction rating to 85%;

* make it easier for people to find what they want and for 85% of users to say
it is easy to find information;

* continue to contribute to key cross-Government initiatives such as Access to
Public Services, Tell Us Once and ID assurance;

* continue to lead on the definition of the future framework for the three
super-sites to deliver a better citizen experience and efficiencies; and

* continue to deliver more for less and maintain or increase all key performance
indicators.

Estate Strategy

6.15 The strategic goal of the Department’s Estate Strategy is to continue to modernise
its estate, meet challenging targets to reduce its size and cost, and improve overall
workspace utilisation. In working towards this goal in 2010-11 the Department’s key
priorities will be to:

* maximise value for money from its buildings;

* take advantage of advances in information technology to support new and
more flexible work patterns that are responsive to customer and staff need; and

* enable wider collaboration and co-location across central and local government.

6.16 In particular the Department will aim to:

* use information from the Government property benchmarking service to
improve the performance and efficiency of its use of buildings;

* continue to embed flexible working policies where they enable improved
customer service delivery;
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* work jointly with Telereal Trillium, the Department’s property service partner,
to identify opportunities to unlock and realise further value through selective
asset divestment; and

* develop a strategy to reduce by 20% head office space by 2014.

Communications and Marketing Strategy

6.17 The strategic goals of the Department’s Communications and Marketing Strategy
are to develop and deploy communication activity that can measurably contribute to
behaviour change amongst customers; to set out and explain the Department’s
performance; and to strengthen employee engagement. In working towards these goals
in 2010-11 the Department’s key priorities will be to:

* help people — and especially the newly unemployed — to navigate the Department’s
services, and to find work;

* help more employers understand the ways in which Jobcentre Plus can support them;

* ensure benefits, and customers’ rights and responsibilities in claiming them, are
easily understood,;

* encourage people to plan and save for later life; and

* modernise the Department’s channels of communication with its staff, celebrate
success and build corporate pride and a sense of belonging.

6.18 Specifically the Department will aim to:
* increase the proportion of jobseekers who use its online services to 75%;
* generate 30,000 new employer relationships;

* reduce the proportion of people who haven’t thought about their financial
plans for retirement to 149%o;

* achieve 100,000 visits per week to the Department’s Benefit Adviser Service;

* increase the percentage of Jobseeker’s Allowance claims made online to 40%
by March 2011; and

* reduce the percentage of those in the Department’s target areas who say it’s
easy to get away with fraud to 20%.

Customer Insight Strategy

6.19 The strategic goal of the Department’s Customer Insight Strategy is to help the
Department to put the customer at the centre of its activities and ensure that customer
considerations are taken into account in all of its major decisions. In working towards
this goal in 2010-11 the Department’s key priorities will be to:

* increase the Department’s understanding of its customers’ requirements;
* encourage a customer-focused culture in the Department; and

* provide clear leadership for complaint resolution.
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6.20 Specifically the Department will aim to:

* ensure that half of all customer insights generated are implemented during
the year;

* achieve an 80% customer satisfaction rating with the Independent Case
Examiner’s Office;

* ensure 90% of the recommendations from the Independent Case Examiner’s
Office are accepted;

 deliver customer insight training to its staff and achieve Customer Service
Excellence in 20% of the Department; and

* address all the recommendations from the National Audit Office’s recent report
“Complaint Handling in DWP**2°,

Legal Services Strategy

6.21 The strategic goal of the Department’s Legal Services Strategy is to provide all parts
of the Department with effective legal support. In working towards this goal in 2010-11
the Department’s key priorities will be to:

 provide legal support for the Department’s programmes of welfare, child support
and pensions reform and in commercial, procurement and employment matters;

* provide legal advice in civil proceedings and conduct the defence of the
Department in challenges brought to court;

* support the Department’s counter-fraud strategy by prosecuting benefit fraud; and

e continue to strengthen the Department’s overall governance arrangements.

6.22 Specifically the Department will aim to:

* prosecute 9,000 cases of benefit fraud and achieve a successful conviction rate
of at least 92% in benefit fraud prosecutions;

* improve internal customer satisfaction with the Department’s legal services by
at least 2 percentage points;

* continue to clear 95% of submissions to the Upper Tribunal within a month; and

* publish the 2009-10 annual report on standards of decision making by
November 2010.

Information, Analysis and Security Strategies

6.23 The strategic goals of the Department’s Information, Analysis and Security
Strategies are to maintain the highest standards of briefing and analysis, and data and
information security. In working towards these goals in 2010-11 the Department’s key
priorities will be to:

* improve Departmental standards regarding freedom of information, devolution
and records management;

2 http://www.nao.org.uk/publications/0708/handling_customer_complaints.aspx
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champion information security and data protection and continue to reduce
overall security risks across the Department; and

support improved standards of decision-making and appeals at all levels across
the Department.

6.24 Specifically the Department will aim to:

deliver accurate benefit and workload forecasts, on time, for the Department
and HM Treasury;

maintain the quality of information services at least at 2009-10 levels by:
— completing 2010-11 Winter Fuel payments by March 2011; and

— maintaining data matches at least at the level and effectiveness of those in
2009-10;

handle all data transfers securely with no loss of data or significant errors in content;
avoid significant error in briefings, Parliamentary Questions and publications; and

seek feedback from Ministers on how briefing material can be improved.

Sustainability and Climate Control Strategy

6.25 The strategic goal of the Department’s Sustainability and Climate Control Strategy
is to ensure that the Department is socially, economically and environmentally sustainable,
focusing on carbon reduction and combating climate change. In working towards this
goal in 2010-11 the Department’s key priorities will be to:

implement the actions contained within its Climate Change Strategy and related
delivery plans; and

install an energy efficient and low carbon Combined Heat and Power Plant into
Quarry House, Leeds.

6.26 Specifically the Department will aim to:
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reduce carbon emissions by 12.5% by 2010-11, relative to 1999-2000 levels;

reduce carbon emissions from road vehicles used for Government administrative
operations by 15% by 2010-11, relative to 2005-06 levels;

take steps to enable the Department’s office estate to become carbon neutral
by 2012;

increase energy efficiency per m2 by 15% by 2010-11, relative to 1999-2000 levels;
reduce waste arisings by 5% by 2010-11, relative to 2004-05 levels;

increase recycling figures to 40% of waste arisings by 2010-11;

reduce water consumption by 25%; and

reduce water consumption to an average of 3m?per person per year for all new
office builds or major office refurbishments.
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International Strategy

6.27 The Department’s International Strategy is led by the Joint International Unit that
also works with the Departments for Children, Schools and Families, and Business,
Innovation and Skills.

6.28 The strategic goal of the Department’s International Strategy is to build support in
the EU and the broader international community for the UK Government’s employment,
social policy and skills priorities. In working towards this goal in 2010-11 the Department

will aim to:

* ensure that the new EU 2020 strategy and other EU and multilateral initiatives
reflect UK policy priorities;

* secure international consensus on key employment and social protection policies
by committing G20 countries to implementing recovery plans that prioritise
jobs, social protection and skills;

* manage the 2010-11 European Social Fund programme so that all targets are met
within 5%. The fund provides more than £2.3 billion during 2007-13 for additional
employment and skills support for disadvantaged groups, and the development
of a skilled and adaptable workforce; and

* continue to build a cross-EU consensus on welfare reform that gives greater
recognition of jobseekers’ responsibilities alongside their rights.
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Where our resources will be spent

Where the Department’s resources will be spent

7.1 The following tables set out the Department’s funding and its best estimates of
how its resources will be distributed in 2010-11. Plans and priorities will change over
time so the analysis set out below should not be treated as a set of fixed financial

allocations but rather as the current estimates of the costs of the Department’s plans.

How the Department will be funded

Baseline settlement® 7,810
Downturn-related funding® 2,298
New policy funding®? 177
Total 10,285

The Department’s spending plans for 2010-11 by business

7.2 The following chart and table set out how, currently, the Department expects its
resources to be distributed across its major agencies and corporate functions in 2010-11.

30 Represents the Comprehensive Spending Review 2007 settlement plus additional funding for machinery of
Government changes such as Independent Living Fund and Directgov. Also includes a Modernisation Fund agreed

as part of the Comprehensive Spending Review 2007 — draw down of which will be agreed with HM Treasury and
included in supplementary estimates.

81 Additional funding allocated at Pre-Budget Report 2008 and Budget 2009 to deal with increased Jobcentre Plus
customer volumes resulting from the economic downturn and to provide additional programmes of support to unemployed
people, including the “Building Britain’s Recovery” White Paper. Access to this funding is subject to dual-key arrangements
with HM Treasury. This also includes the reprioritisation of resource that was announced in Budget 2010.

32 For example, funding for the 2008 White Paper on “Raising Expectations and Increasing Support” and improved
debt recovery and error reduction activity.

36



Chapter 7

Resource by Major Business

Enablers (e.g. HR, Finance  Central Costs
Strategy and Shared Services etc.) 3%

Policy Functions \7% \

3%
Housing Benefit
Administration

Jobcentre Plus
5%

37%
/

Employment Programmes —
28%

Child Maintenance
and Enforcement
Commission

DireCthV // \\/ 6%

0-1%

Health and Safety  pengion, Disability and Carers Service

Executive and Pension Reform and Protection
2% 9%

Resource by Major Business

Jobcentre Plus 3,731
Child Maintenance and Enforcement Commission 577
Pension, Disability and Carers Service and Pension Reform and Protection 965
Health and Safety Executive 239
Directgov 29
Employment Programmes 2,834
Housing Benefit Administration 565
Strategy and Policy Functions 355
Enablers (e.g. HR, Finance, Shared Services, etc) 695
Central Costs 295
Total 10,285

33 Business totals include estimated apportionments of direct operational costs, such as customer payments and IT
systems, to businesses to better represent the full cost of delivering services to customers (this means that numbers
may not be directly comparable with individual business plans). All budgets are reviewed regularly as part of the

Department’s continuous planning process.
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The Department’s spending plans for 2010-11 by Departmental
Strategic Objective

7.3 Many of the Departmental Strategic Objectives are mutually supportive; delivering
against one specific outcome will have an impact on several others. For example, when
Jobcentre Plus helps a disabled lone parent into work, it helps contribute to the
Departmental Strategic Objectives on Child Poverty, Employment and Equality of Opportunity
for disabled people; if their employment is sustained, the evidence suggests that that
person is more likely to save for retirement too. To split the cost of the interventions
that led to the lone parent entering work across all these outcomes is not possible in

a meaningful way.

7.4 The analysis below therefore distributes resource across Departmental Strategic
Objectives by attributing spend to the principal objective behind the intervention. In the
example above, this would be to find the customer employment (Departmental Strategic
Objective 2). Resource is attributed across the first five Objectives which cover the ‘what’
of what the Department is here to deliver, rather than the *how’, which is covered by
DSO6 (Pay our customers the right benefits at the right time) and DSO7 (Make the DWP
an exemplar of effective service delivery to individuals and employers).

Resource by Departmental Strategic Objective

DSO Five — Disability

2% \ DSO One — Child Poverty
DSO Four — Pensions / 6%

9% g

DSO Three — Health and Safety —
3%

— DSO Two — Employment
80%
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The Department’s spending plans for 2010-11 by category of spend

7.5 The following chart sets out how the Department’s resources will be consumed by
major category of spend. It demonstrates that around 60 per cent of its resource will be
spent through private and voluntary sector partners — up from around 50 per cent in
2009-10.

Resource by category of spend

Central costs (e.g. costs of Other contracts
depreciation etc

) 3%
6% \

Payroll costs

Programme spend (e.g. _32%
Employment Programmes and
Housing Benefit Administration)
37%
Other staff related cost Fstates
er staff related costs 6%
(e.g. training and travel)/ \ \ ISAT ’
7% Encashment costs 8%
1%

Headcount Plans

7.6 The following table sets out the Department’s planned headcount position,
expressed as full-time equivalents as at 31 March 2011. It is subject to review and may
change, particularly in the light of actual levels of unemployment.

31 March 20113

Jobcentre Plus 78,500
The Pension, Disability and Carers Service 12,750
Shared Services 3,600
Strategy Policy & Corporate functions 7,400
Total 102,250

34 The Child Maintenance and Enforcement Commission and the Health and Safety Executive are regarded as outside
the Department for this purpose. Figures have been rounded.
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Annex

Non-Departmental Public Bodies
(NDPBs)

The Department funds, and is ultimately responsible for, a number of Non-Departmental
Public Bodies. This annex sets out their individual functions.

Crown
Child Maintenance and Enforcement To administer and develop the child
Commission maintenance system in Great Britain.
Health and Safety Executive Responsible with local authorities for the

regulation of health and safety risks that
arise out of work activities.

Executive and Public Corporations

Pension Protection Fund Provides compensation (90% of accrued
pension rights up to a cap) to members of
eligible defined benefit pension schemes
whose employer becomes insolvent, and
where there are not sufficient assets in the
pension scheme.

Remploy Ltd Expands the opportunities for disabled
people in sustainable employment within
Remploy and the community it serves.

Independent Living Fund Provides financial support to disabled people
to enable them to choose to live in the
community rather than in residential care.

40



Organisation T uncion

Personal Accounts Delivery Authority
(PADA)®

The Pensions Advisory Service

The Pensions Regulator

Working Ventures UK

Tribunal

The Pensions Act 2008 extended PADA’s
function to enable it to design and procure
the services needed to deliver the National
Employment Savings Trust (previously the
Personal Accounts scheme) and to work
with the Department to set up the NEST
Corporation. NEST is a major part of the
Government’s workplace pension reforms
designed to tackle under-saving for
retirement.

Provides a high quality, independent and
free service to citizens who have either a
general or a specific query or complaint on
a pensions matter.

Protects the benefits of members of
work-based pension schemes, promotes
good administration in such schemes, and
reduces the risk of situations arising that
may lead to claims for compensation from
the Pension Protection Fund.

Engages with employers and employment
and skills providers to open up more and
better jobs for people from disadvantaged
communities.

Organisation T uncion

Pensions Ombudsman

Pensions Protection Fund Ombudsman

Investigates complaints about how
pension schemes are run. The service

is free and open to people who have a
complaint against those responsible for
the running or administration of pension
schemes. Can also consider some issues
from pension scheme trustees or managers
and participating employers.

35 PADA will wind up on 5 July 2010 and be replaced by the NEST corporation.

Annex
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Advisory

Disability Employment Advisory Council These NDPBs provide independent and

Disability Living Allowance Advisory Board ~ €XPert advice to Ministers on particular
: topics of interest.
Equality 2025 P

Industrial Injuries Advisory Council

The details of their individual terms of
reference or remit can be found in their

Social Security Advisory Committee annual reports.
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Our vision
is to:

To deliver our

vision we have

seven strategic
objectives:

We lead
on two Public
Service
Agreements:

Our success
will be enabled
through:

And underpinned
by a shared set
of values:

Contribute towards fair, safe
and fulfilling lives, free from
poverty — for children, people in
work and retirement, disabled
people and carers

Reduce welfare dependency
and increase economic
competitiveness by helping
people to work wherever they
can and employers to secure the
skills and employees they need

Provide greater choice and
personalisation and higher
quality of service for customers
where it is in their interests and
those of the taxpayer

Reduce the number
of children living in
poverty

Improve health and
safety outcomes

Promote equality
of opportunity for
disabled people

Maximise employment
opportunity for all

Make DWP an exemplar
of effective service
delivery

Maximise employment opportunity for all, through an

increase in the overall employment rate taking account of
the economic cycle; a narrowing of the gap between the

employment rates of the following disadvantaged groups
and the overall rate: disabled people, lone parents, ethnic

minorities, people aged 50 and over, the 15 per cent
lowest qualified and those living in the most deprived
local authority wards; a reduction in the number of

people on Jobseeker's Allowance and other working-age
out-of-work benefits and an increase in the proportion
of people leaving Jobseeker’s Allowance within 3, 6 and
12 months; and an increase in the proportion of people

who leave benefit who stay off for a sustained period

Building a positive
work environment

Providing effective
and appropriate
communications

Pay our customers the
right benefits at the
right time

Focusing our resources
on our priorities

Promote independence
and well-being in

later life, continuing

to tackle pensioner
poverty and
implementing pension
reform

Tackle poverty and promote greater
independence and well-being in later

life, measured by the employment rate

of those aged 50-69 and the difference
between this and the overall employment
rate; the percentage of pensioners in low
income; healthy life expectancy at age 65;
the proportion of people over 65 who are
satisfied with their home and their
neighbourhood; and the extent to which
people over 65 receive the support they
need to live independently at home

Providing our work-
force with the skills

and capabilities they
need to deliver

Improving the skills of
our senior leaders

Increasing the
effectiveness of our
policies

achieving
the best

respecting
people

Using all our resources
efficiently so that
we provide high and
consistent standards
of service

Treating our customers
and each other with
respect, by welcoming
diversity and by valuing
others' ideas and
responding fairly to
individual needs

Improving our
information systems
and technology

Supporting,
challenging and
inspiring our customers
to improve their lives
and helping each other
to make a difference

Maximising the value
for money we get
from all our resources

looking
outwards

Working with others
and learning how to
get better at what
we do
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