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1
Introduction

1.1 Purpose of the document

The Project Initiation Document (Lite) consolidates information required regarding the  fundamental aspects of the project and is the basis against which the project is evaluated and prioritised.
· Why is this project important
· What will the project do, what outcomes will be delivered, what are the success factors and risks
· How much will it cost, what resources are required
** This document is a “lite” version of the full Project Initiation Document (PID) required when initiating the project fully. The full PID contains additional information.
· How will the project be implemented, how will it be managed

· When will the project be implemented

· Who will be involved and who will be impacted

1.2 Executive Summary

1.2.1
The Benefit service is a shared service with Watford Borough Council and responsible for the assessment of Housing Benefit and Council Tax Support claims. 
1.2.2
This project is a PID for additional support to TRDC to reduce the number of days it takes to process new claims and change of circumstances within the Benefit service to 5 days for each.
1.2.3
The service has made significant progress in reducing assessment times over the last few years.
1.3 Project Objectives
1.3.1
To support the improvement of the Benefit Service performance indicators 
1.3.2
To reduce customer waiting times for claims and documentation to be processed
1.4 Current issues and priorities

1.4.1
Benefit service either directly or indirectly supports both of the Councils Strategic Plan themes, of: Safety and Wellbeing and Customer Service.
1.4.2
Any reduction in processing times will support Three Rivers District Council’s vision “The district should be a better place for everyone, in terms of neighbourhoods, health, employment and access to services”.
1.4.3
The Benefit service supports the values of TRDC in particular:

· Provides excellent customer care whilst providing great services as efficiently as possible
1.5 Implications of project not being complete

1.5.1 If the project is not completed there is potential that processing times will not achieve the low level of 5 days for new claims and 5 days for change in circumstances. 
1.5.2
There is also the potential that processing times could increase.  

2 Business Case

The business case for the project is about reducing the waiting time of residents to have their claim processed.  

Why should this project be undertaken?
· To reduce processing time for residents claiming Housing Benefit & Council Tax Support.  
· To make improvements to Customer Service
How will project success be measured?

· Monitoring KPIs around processing times for new claims and change of circumstances
2.1 Project Definition
2.2 Outputs and Outcomes

Outputs
· The Revenues and Benefit is a shared service function with Watford Borough Council. Service.  

· The TRDC processing times for 2016/17 are 17 days for new claims and 10 days for change in circumstances.

Outcomes

· Improved Customer Service and customer satisfaction
· Efficient and effective customer centric services
2.3 Benefits

Benefits from this project could include:-

· Higher levels of customer satisfaction

· Reduced waiting time for assessment of claims
3 Project Costs

This section should include a high level breakdown of all expected project costs, including all costs for project management. Identify any budget-sharing arrangements with third parties, including key stakeholders.

3.1 Project costs

Include summary of all expected project costs – total project budget required to complete all activities.

	Expected Cost
	

£

	Project Management
	£     0 

	Staffing and Resourcing costs
	£193,860 pa (5 additional officers)

	Additional fully equipped customer service desks
	£    2,400 plus building costs for workstations

	Software healthcheck
	£    6,000

	IT software (on-line change of circumstances module/on-line appointment system)
	£  40,000 (estimated cost)

	IT Equipment (laptops, handheld scanners, VPN, 4G connectivity)
	£    9,000

	Risk based verification software
	£  15,000 (estimated cost)

	Text software
	£           0.40 per text (approximate cost)

	Use of satellite offices
	£   10,000

	Use of partner organisations
	£ nominal charge

	Total estimated cost
	£ 277,670



3.2 Financial viability

The overall estimated cost to the council for this project could amount to £277,670
There is no revenue in place for this project and therefore would increase budgets.
3.3 Resources and skills

There would be a requirement to recruit additional officers with the required knowledge and experience which may prove difficult in the current climate. 
Has the project been agreed by the Head of ICT?

	Yes
	

	No
	X


3.4 Equalities

Is this project responding to an Equality Impact Assessment?

	Yes
	

	No
	X


If yes, please provide brief details of the EIA… ______________________________________________________________________________________________________________________________________________________

Has an Equality Impact Assessment been undertaken for this project?

	Yes
	

	No
	X


If yes, what are the outcomes and how do these link to the project?
3.5 Risks

Initial Risk Log
Likelihood and Probability Key
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	V = Catastrophic
	A = ≥98%
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	IV = Critical
	B = 75% - 97%
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	II = Marginal
	D = 25% - 49%
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	I = Negligible
	E = 3% - 24%
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	Risk
	Level of Risk
	Required actions
	Owner

	
	Impact
	Likeli-hood
	
	

	Processing times increasing
	II
	E
	Continue to monitor KPIs and take corrective action where necessary
	JG
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