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Overall Programme status remains AMBER. Phase 4 Transition remains on track incorporating the roll out to 29 siles in July. Readiness status for scaling in October, remains C 0 _u—.___ mo -.<_ ce f-.OQCOn _Um<m_ O—u_.-.. ent ﬂ_._ ase w A en n— O.m .___._3 e NO.._ Nv m. v_a ase L. Amﬂ Q
AMBER following the recent Mid Stage Scaling Assessment.
of September 2017) Outcomes

Universal Credit Full Service (UCFS) Highlights:

Implementation continues in line with our planned roll out schedule. Phase 4 of Transition remains on track with Pontypool, Devizes, Cwmbran, Bexhill, Trowbridge, Eastleigh, Security w_ro Affordability
Clevedon and York Monkgate (50%) going live on 12 July. The total number of sites now delivering the UCFS is 93 with a further 8 offices scheduled to go live on 19 July. The July AR = Autopay for awards with DMS debt
sites represent the most concentrated Full Service rallout to date with initial feedback from an implementation perspective very positive. Plans are in place to leamn lessons ahead of [SRO acceptance of securly risks for July scalng e - il

scaling in October. Live Service Transfers continues, with transfer activity now completed in 21 sites and progressing in a further 27 sites. Operational colleagues continue to work Service mcuuo;ma by DWP Security Risk Assurance Forum (SRAF)
through the 2017/18 Service Centre expansion plans, enabling preparation activity to commence in specific sites with recent expansions in Middlesbrough and Grimsby. Full site Case | | |[for migration to Amazon Web Services (AWS)Hosting

Management is now live and embedded in all current Service Centres with performance indicators continuing to show an improving trend with Claimant Contact now at 28% {was just _u:.:n and Error
under 40% in March) and the total Head of Work (HoW)reduced for the 5th week to 3.5 days. -

Automated faster payments

Abiiity to process third party deductions

Self-reported earning capabiity for claimants {remaove the need

Migration of the UCFS platform to Amazon Web Services utilising connectivity through the Public Services Network (PSN) took place successfully over the weekend of June 25. This Housing composhion transaction risking. rules i for 1elaphonyy Imervertion

provides a more stable and secure platform to suppor rallout with planning underway to establish agent connectivity to the application through the strategic solution (Secure Cloud Increased access management controls and separation of duties Case Progression )
Exchange Boundary Service - SCEBS) later in ,_ﬁ year. o ) . . ) N . Service Stabllity |oo_a od renewal for Booki =mm|=m sgreed and in pace

Latest functional releases deployed include enabling claims with ineligible partners to be included in automatically trusted calculations; streamlining various new claim processes for Ittt e

ineligible partners; support for the exemption of certain claimants from the spare room subsidy and various problem fixes and technical improvements. Latest metrics for Autocalc Performance testing confirmed ahead of Phase 4 Go-Live eature team embedded in Canterbury to identify user needs

and rapidly prototype functionaiity

Functionality to support agents in identifying outstanding work
specifically that require urgent intervention

(56%) and Autopay (86%) continue to show a good performance, both now exceeding their May targets of 40% and 85% respectively .

Migration from SCC to Amazon Web Services (AWS)

Prograrmme Updates: Performance testing confrmed ahead of Phase 5 Go-Live
The Programme undertook a Mid Stage Assessment of readiness to proceed al scale in October on 21 June. The meeting, involving key stakeholders including delivery partners and Capacity m..o apabifity

Second and Third line of assurance, assessed progress against agreed Critical Entry Criteria/Critical Outcomes and concluded an AMBER rating. Close engagement with the People - -
and Locations Programme continues, as they finalise their detailed delivery plans to complete the rationalisation of the DWP estate, with changes to the UC rollout schedule managed Guidance & improvements to feature updates process
through the agreed change control process. Discussions continue with HMRC to finalise pfans for future people and site transfers. N

MVP of a scalable interim appointment booking solution

A housing Improvement plan is in place that will support scaling

Improved view of actionability for agents so they can easiy

Development of the Fult Business Case continues with the first version due to be completed early August ahead of stakeholder review on 18 August. The Major Programme Review mwﬂwwﬂmmmﬁwﬂwmﬁmuﬁﬁoh outcomes agreed by POE for Product Umm.qa_._ s_”.m_ to wark on -
Group (MPRG) has now been confirmed for 27 September. Planning for the NAO review continues including early scoping meetings with the approach to be agreed by end of July. uld to allow for agents to know when work has been completed
Field work is expected to take place between late September and November with the report published in March 2018 followed by a Public Account Committee (PAC) session in April on their case .
2018.
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S
M .W _u_.mma 4 {June m_.mmw Complete T
W < = ,r_<m Service Transfer Work for Phase 1 Sites Complete
| W iy .n_.mmm 4 (July Sites}) implemented
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Official - Sensitive

October 2017 Scaling — Progress Against Critical Outcomes

[Affordability

Servicecan be ommnz____olE delivered within agreed [+ Unit Costs (forecast v actual)
tolerance of funds Target for Oct 17 £603 per caseload
Actual for Apr 2017 is £823 against target of £882 — May data not available due to change

|

over to Single Operating Platform {SOP)

Full Service Unit Cost £ per Caseload (Claims)

Tz
.m.
. M 1500
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s At aly 03 Plus Contingency
Capacity & We have the right number of peoplein the right locations, * FTE forecast v actual - following Quarter 3 including contingency
Capability trained and UC confident to deliver a service that enables the Service Centre demand for Oct 17 is 2684 FTE

May '17 Jun*17 Jul 17

|Demand |

Forecastinc | 1368 1530 | 1805 1738
Average FTE - Service Centres - (Forecast v ‘contingency | |
Actual - demand being met in line with rollout -
plan)

{Supply

1
| Demand | |
| Forecast inc 1339 1514 1670 1777 2058 |
{Average FTE — FS Work Coach - (Forecastv | . |

: . Ny gency

|Actual - demand being met in line with rollout — = — - - .
plan)
! Supply
_ —_— — —

Fraud & Error

We can identify and prevent Fraud & Error and manage risk
effectively

» Percentage Claimanis paid accurately - % TBC
* Levels of MVFE (TBC)

| ST L P

UC Full Service Risk Assessment i

19/05/17 Complete

30/09/17 On track

Allred risks are being wacked through the D-SRAF {Gepamental Secunty Risk Assurance Forum) as well as Programme Govemnance Mitigation tor those risks are being progressed in accordance lo the agreed risk treatment plans

Thers are

@ tolal of five red risks, two of these are UCFS specific whilst three are part of the reliance scope (enterprise DWP nisks). These will be presented to D-SRAF on Sth of July 2017 for furdher scrutiny and independenl assurance

Risk Descript

1. UCDS-

022 -

RTP {Risk Treatment Plan} - Provide education and awareness training for claimants via Gel Safe On Line and

UCDS-093 (Reliance)

RTP — Tracked thmugh SRAF (Setwily Risk Assurance Forum!
. UCDS-136 (Refiance) -

ESRM (Enterprise Security Risk Management) and accouniable SRO

RTP - Tracked through SRAF with further raview to take place

5. UCDS-193 (Reliance} - There is a risk that Protecti
RTP — Tracked through SRAF by ESRM and accountable SRO

s will be ineff

Monitoring during UCFS Scaling and alenting of unusual events will go un-acticned

Vuinerablities

UCF3 Py

has. i all red vulperabilities

UCFS Development and Suppert
ERSM UC Risk Team are continuing 10 validate remediation aclivilies

has four red vl ities, two of which are in advance remediation whilsl two are in analysis and detaited design.

approach across 2017 (informal & not statistically valid). Wilt
continue to review 30 randomly sampled cases each month

Formal MVFE for Full Service not being reported in 2017. Numbers from a small-scale trial to
he reported, but will not be statistically valid.
Due to be reported from Autumn 2017.

Percentage Claimants paid accurately (where calculated
through Autocale and Autopay)

PDE agreed the key measure 01/03. Confirming detailed definition. Formal
Due to be reported from Autumn 2017.

Case
Progression

An offective and end-to-end service is delivered which allows agents to adopt a case progression approach to their[+ % claimants paid on time
{including the first
Assessment Period) — not
by Faster Electronic
Payments (FEP) - 85%

cassload, resulting in:

s Building trust with the claimants by paying accurately and on time and by allowing agents to support additional
needs by understanding the whole claim.

¢ Reducing inefficiency by supporting agents to understand how work is linked and what work needs to progress.

Service

Stabllity

End-to-end service is resilient, robust and can handle * 99.90% Claimant and Agent site availability
throughput with assured Business Continuity procedures | 99% of common actions completed within 2.5 seconds - claimant and agent site
in place page response times

‘ : 2 ! n.. ..1_.p.-.|ﬁ.. - ] CRrE ...‘...1_... ._..‘
_ : T Ay (| Oct'16 | Nov'16 | Dec*16 | Jan'47 | Feb'17 | Mar 17 | Apr 17 | May “17 [ Jun 17

9.90% Claimant Site Availability (end-to-end) — October Target| 199.7% | T98.7% | T99.7% | T99.7% | 799.7% | T99.7% | 799.7% | 799.7% | T99.7%

99.97% Claimant Site Availability (end to end) - Pre-October

arget

99.90% Agent Site Availability (end-to-end) - October Target T99.7% | T99.7% | T99.7% | T99.7% | T99.7% | T99.7% | T99.7% | 799.7% | T90.7%

99.97% Agent Site Availability (end to end) - Pre-October

arget

Claimant site page end-to-end response times
(Pre - Qct) 99.95% essential actions completed within 4.5

T99.95% | T99.95% | T99.95% | T99.95% | T99.95% | T99.95% | 789.95% | T99.95% |T99.95%

seconds :
October - 99.00% essential actions completed within 2.5 299.5% [99.70% | A99.86% | A99.63%| 799.82% | A99.74% | A99.80% [A99.87%
seconts

gent site page UCFS response times T99.95% | 799.95% | T99.95% | 799.95% | T99.95% | T99.95% | T99.95% | T99 95% | Too o5%
Pre Oct) - 39.95% essential actions completed within 4.5

econds
October - 99.00% essential actions completed within 2.5 A91,24% A99.72% | A99.68%| A99.67% | A99.49% | A99.58% |A98.12%
seconds U2 i i i B |4 0 [1-4:83+)
* Achieved figures guoted are for all actions
Service Hours Lost Service Hours Available w.mﬂ.mnm Hours Lost - Mﬂuﬂmﬁuﬂ Mnmw.“w..r”ou Total Service Hours Lost |Service Hours Lost as %
12/06/17 to 09/07/17 434 511 0 0 0 0.00%

Site Availability Against Target

W = x i1 - fis:
4 _ . Gl 15 T
. M €1
S : r",.
_R 1 m".. ..”L“.... i
[} it i 7T

TS AT
May "7 | Jun'17
T85% | T85%

T 85% T 85%

Percentage

made on

Actual
of payments |(all Assessment Periods,
some payment) inc FEP

time

Actual
(all Assessment Periods,
some payment) not by FEP

Actual
{1st Assessment Periods,
some payment) inc FEP

89%

70% “ indicative

— -1

; &Hm }qm 7. 27 =

Feb'17 May 17[ Jun"17 | Jul 17 |Aug 17| Sep 17| Oct17
Claimant ID verified by day 10 63% | 61% | 52% | 48% | so% | a7% | 8%
Claimant commitment accepted by day 10 44% | 5% | 63% | 62% | 71% | e2% | TO%
Claim evidence verified (including non-DM decisions) sﬂ day20 | 43% | 57% | 62% | 60% | 72% | 71% am%m“wq
Payment blocking To-Das cleared a«. day 20 85% | 81% | 81% | 78% | 87% | 83% am%m“\mﬂ
Decisions made by DM (where required) by day 25 66% | 62% | 70% | 76% | 75% | 73% awmuwﬂ |







