

HOUSING AND COUNCIL TAX BENEFITS ADMINISTRATION

	Answer SIX questions

All questions carry equal marks

(Maximum marks 300)

Where questions are divided into sections, marks will be allocated equally between sections unless otherwise indicated



1 Develop a 12-month programme for a targeted housing and council tax benefit take up campaign.  Explain whom you are targeting, when and how.  Comment on the cost effectiveness of your proposals. 

2 What are the advantages and disadvantages of Landlord Forums?  Comment on the administration, including how often should they meet; who should ‘organise’ them and who should attend. 

3 What are the financial rewards available to a local authority for anti-fraud work?  What conditions must be satisfied to claim those rewards? 

4 What issues must be considered about the risk of fire in the Benefit Office and the health and safety of staff? 

5 Having received evidence of a possible offence, you wish to interview a claimant under caution.  What considerations must be given to the accommodation and procedure, to carry out the interview? 
6 Discuss what is achieved by checking work. Explain what work can be checked, how, and why.  How can the information gained from checking work be used to improve administration?

7 Explain what is meant by:

(a)
Grievance procedure  

(b)
Procedures for dealing with complaints against the administration of benefits 

(c)
Disciplinary procedure. 

8 Prepare a report to your manager explaining the changes in subsidy between 2003/04 and 2004/05.  

9 What should be considered when developing a public reception area to meet the needs of people with disabilities?
10 Draft the text of a leaflet to be sent out with housing benefit decision letters, to explain the appeal procedure.
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Examiner’s Analysis and comments

Question 1

67% of candidates answered this question.  88% of those who answered this question got more than the pass mark.  There were many who passed but few with good answers.  A benefit ‘take up’ programme involves working in partnership with other organisations, perhaps other authorities.  It requires project management, involves identifying whom to target, when and how, assessing alternative methods and costs and monitoring success. 

Question 2

Just over half of candidates answered this question.  73% of those who attempted this question passed.  Many failed to demonstrate an understanding of the purpose of Landlord Forums concentrating on what landlords should be ‘told’ e.g. to notify changes in circumstances, repay overpayments, etc. Landlord Forums are two-way channels of communication with many advantages for both landlords and the authority.  There are also many disadvantages.  The good answers identified the disadvantages and explained what might be done to minimise those disadvantages or turn them into advantages.

Question 3

Only 40% of candidates attempted this question and only half passed.  Most candidates new the financial rewards available but failed to explain the conditions that needed to be satisfied to claim those awards.  Those that did know were able to gain high marks.

Question 4

A very popular question with a high pass mark.  A very practical question requiring a practical answer.  A question that was easily answered by listing the various issues.  There are many issues involving the risk of fire in the benefit office covering safe evacuation procedures, service continuity planning and minimising risk through reducing paper in the office.  There were some very high marks with some candidates getting the full 50 marks.   

Question 5

Another popular question with a pass rate of 70%.  Popular perhaps because it was again in the main, a practical answer that was required.  Having ‘listed’ the various practical considerations associated with the interview room including health and safety issues, soundproofing, recording equipment etc, candidates then needed to explain the interview procedure.   Reviewing the evidence, planning the interview, inviting the claimant to be interviewed. Preparing questions in advance and anticipating answers is necessary as is compliance with P.A.C.E.  Generally well answered.  

Question 6

The second most popular question with 77% of candidates choosing this question. Why?  In all offices various checks take place so candidates perhaps saw this as an easy question?  However, the pass rate was only 66% and of those who passed many did just enough to pass. There were a few good answers. The few full answers covered all the various checks that can take place including monitoring work at our public counters, telephone calls, visiting officers, system checks as well as 10 - 100%% assessment checks depending on circumstances, etc.  There are checks required to comply with VF requirements, Performance Standards, Performance indicators and for statutory returns.  Checking work identifies weaknesses in systems and the training needs of staff. It can identifies the quality of the service and a means to monitor improvement. 

Question 7

An easy question to answer, because all offices will have a procedure for dealing with grievances, complaints and for disciplining staff.  Surprisingly a very unpopular question with only 26% of candidates attempting an answer. A very low pass mark with only 45% passing.  Much confusion between what is a complaints procedure against the administration, which might include people upset at delays or being misinformed or letters going astray, and a persons ‘appeal rights’.  There was also confusion between disciplinary and grievance procedures. 

Question 8

You needed to know the subsidy arrangements and be able to explain them simply in a report format.  Easy marks for those who had revised report formats!  Half the candidates answered this question with a high pass rate of 78%.  Another question where it was easy to achieve maximum or near maximum marks.

Question 9

The most popular question with 83% of candidates answering this question. Only 59% passed! Many issues are involved including providing car parking facilities; ramps; rails; toilets; furniture; counter levels; etc.  There are many other issues to be considered which involve consulting those who are disabled or who represent people who have disabilities.  There are health and safety issues and many practical issues involved. 

Question 10

Many candidates spent too long on the design of the leaflet and presented their answer in leaflet form, failing to concentrate on the text.  The question was to draft the text of a leaflet.    The question was seeking to establish the ability to express the complexities of the appeal process simply so that customers would understand the procedure. Marks were available to cover design issues and the text appropriate for a leaflet. E.g. where to get independent advice, further information, large print, audiotapes. etc. etc. 
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