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UCPB220617 - Paper 3 Rating Current Previous

Overall Programme status remains AMBER. Phase 4 Transition remains on track including plans to roll out to 30 sites in July, Readiness status for scaling in October remains
AMBER.

Universal Credit Full Service (UCFS) Highlights:

Implementation continues in line with our planned roll out schedule. Phase 4 of Transition remains on track with Todmorden, Brighouse and Halifax going live on 14 June. The
total number of sites now delivering the UCFS is 70 with Stirling and Afloa scheduled to go live on 28 June. The latest Programme stocktake assessment, held in May, confirmed
readiness for commencing Phase 4 June sites with an overall AMBER/GREEN rating. Implementation plans to deliver 30 sites in July remain on track and the Commencement
Order has been signed and published. Readiness assessments for the July implementation are scheduled for TPG on 20 June and PDE on 28 June. To ensure safe landing
eight of the larger / more complex sites are planned to go live with 50% of their postcodes, the remainder of the postcodes will complete their implementation in September. Live
Service Transfers progress continues, with transfer activity now completed in 12 sites and progressing in a further 30 sites.

The Case Management campaign continues to make good progress with full site case management now rolled out to all current Service Centres. Performance indicators
continue to show an improving trend - particularly in the more established areas - where the percentage of claimants paid on time has increased from 65% to 87% since
February. Service Centre Capacity continues to grow, with May expansions in Blackpool and Saint Austell providing an additional 110 staff. Additionally we have successfully
transferred to the new telephony platform (Nexl Generation Contact Centre) with minimal service disruption and impact to service performance. Latest performance metncs for
Percentage Calls Answered (94.7%) and Average Speed of Answer {1.2 minutes) continue to show a good performance.

Recent functional releases deployed include; automated integration of faster payments, removing the need for Faster Elecironic Payments to be manually entered and approved
in the Central Payment System {CPS), further enhancements to the agent dashboard by providing a team dashboard to give a view of caseloads and outstanding to-do’s at team
ievel and further support for decision makers by providing the ability to allocale 'make a decision’ to dos to a specific decision maker. In addition claims with single deductions for
recoverable hardship payments, fraud overpayment recoveries, administrative penalties, eligible loans or integration loans, will now be included in autormnatic calculations

Programme Updates:

Development of the Full Business Case remains on track, including updates on counterfactuals and contingency, with the first version due to be completed early July. Terms of
Reference for the September IPA review will be finalised by mid July. Planning for the October NAO review continues including early scoping meetings with the approach to be
agreed by end of June.

UC Full Service Product Development Phase 3 (end of June 2017) & Phase 4 (end
of September 2017) Outcomes

Security Affordability

UC Full Service Risk Assessment is completed

_— e —

Autopay for awards with DMS debis

Service reaccredited following move to Amazon Web Services
(AWS) Hosting

Fraud and Error

Automated faster payments

Abliity to process third party deductions

.m.m:.aeonmn earning capability for claimants (remove the need for
Helephony intervention)

i

Increased access management controls and separation of dutins [ Case _uz...m_dmm_o:

Service Stability

Housing composition transaction risking rules

GCloud renewal for BookingBug agreed and in place

Faature team embedded in Canterbury to identify user needs and

rapidly prototype functionality

|Functionaity to support agents in identifying outstanding work,

Ispecifically that require urgent intervention

IMVP of a scalable interim appointment booking solution

A housing improvement plan is in place that will support scaling E

Improved view of act'onability for agents so they can easily identify
The above reflects the revised oulcomes agreed by POE for Product what to work on
Development Phases 3 and 4

Performance testing confirmed ahead of Phase 4 Go-Live
Migration from SCC to AWS

Performance testing confirmed ahead of Phase 5 Go-Live

Capacity & Capability

Guidance & improvements to fealure updates pracess

Build to allow for agents to know when work has been completed
on their case
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“ m = fac Progarme | | | Busi c = gy =1
E.2 m | oo _ Full Business Case - l 25/08117 |
£ m g - = o e Infrastructure and Projects Authority (iPA) Programme Assessmant Review (PAR] 04/09/17
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e L d - - = A
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€= m /|| |Staif in place and trained for October 2017 . 21097
m o€ Phase 4 (July Sites) Complete - 2910917
2 = npiele
m. Start of Transition Phase 5 ~ 0411017 ]
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October 2017 Scaling — Progress Against Critical Outcomes

Affordability Service can be effectively delivered within agreed tolerance of |- Unit Costs {forecast v actual)
funds Targetfor Oct 17 £603 per caseload
Actual for Apr 2017 ts £823 against target of £882

_Won:qzq

_mm:__.na is secure with appropriate accreditations and agents & claimants are assured this Is the case

T a0 Full Service Unit Cost £ per Caseload (Claims) UC Full Service Risk Assessment is completed 19/05/17
E T
=1 Service Reaccredited following move to AWS Hosting 02/06/17
b= e
s e UC Full Service declaration of security readiness : 30/06/17
m As of 9th June 2017, DWP Security Risk Assurance Forum {SRAF} and UCFS have an agread risk position on all the Red risks {very ligh) and Red Amber risks {hgh), This was completed i accordance 1o the
E 1 a Bie DWP Enterprise Secunity Risk Management (ESRM]) methadalogy
- H The SRAF have endorsed two SRAF papers on UCFS. the firsl paper was on UCFS offshoring data to AWS Dublin. The seztnd paper was to suppori the migration of UCFS from SCC to AWS in June 2017
m ) m,my The associated Red risks which wers made visible to the two SRAF sessions were
.M R ] + 3 cuirent UCFS risk thal relates lo vulnerabililies in the UCFS Production and development enviranment; the mitigation is planned for June 2017 and one aboul misuse of claimants browsers, Two of hase
£ ¥ d i B risks are due 1o be validated Thursday 15th June 17 at which point ihe risk leam are bikely to move them o an Red Amber
=l 2 Y 4 *  3enlerprise risks/ residual risks that sil with other SROs and/or the rest of he depariment; the mitigations will ba progressed by Neil Couling’iiaising with relevant stakeholders
,.r. A +  Inaddition to these Ihere are also 21 Red Amber risks which have an agreed Risk Trealment Plan (RTP),
L L 4 IR = ) ) _ r The planned deep dive nto UCFS al DSOB level has been cancelled and moved 1o anolher date in June.
2 2 WM = ] ”:..m...“ g8 5 B M m 5 E R m 22 828 s m M =] “u 5 g B Fraud & Error |We can identify and prevent Fraud & Error and manage risk * Percentage Claimants paid accurately — % TBC
5 & o 5 L B T o e 7 R - - effectively . « Levels of MVFE {TBC)
Actuals e 3R Cantingency
T e e
P ST 3 L ! AT 0 . " €
Capacity & We have the right number of paople in the right locations, « FTE forecast v actual - following Quarter 3 Including contingency b | EE i e A Oct 16 17 | Feb 17 | Mar 17 | Apr 17 | May 17
Capability trained and UC confident to deliver a service thatenables the  [Service Centre demand for Oct 17 is 2684 FTE Levels of Monetary Value of Fraud & Error (MVFE) - Piloting approach |[Formal MVFE for Full Service not being reported in 2017. Numbers from a small-
Business Case Outcomes to be achieved FS Work Coach demand for Oct 17 is 2621 FTE across 2017 {informal & not statistically valid). Will continua to review |scale trial to be reported, but will not be statistically valid.
30 randomly sampled cases each month Due to be reported from July 2017.
Percentage Claimants paid accurately (where calculated through PDE agreed the key measure 01/03. Confirming detailed definition. Formal
Autocalc and Autopay} Due to be reported from July 2017,
JulM7 | Aug 17 Oct"7
| | Service End-to-end service is resilient, robust and can handle * 99.90% Claimant and Agent site availability
Demand m | “ Stability m_:o_._m:_u:n with assured Business Continuity procedures {* ewwpa..."__o Mo..h._.__.“”_“_w%“wa_._m completed within 2.5 seconds - claimant and agent site
Forecastinc | 1368 1530 1605 1738 2020 2408 2684 in place pag P
. contingency |
Average FTE - Service Centres - (Forecast v
Actual - demand being met in line with rollout | T r S E—
plan}) Feb '17
1
Suppl | TY9 7% | T99.7% | T99.7% | T99.7% | T99.7% T99.7%
PPy 953.90% Claimant Site Availability (end-to-end) - October Target i
99.97% Claimant Sits Availability (end to end) - Pre-October Target
S + b 'l
. | To9. 7% | TEET% | T99.7% | T99.7% | 799.7% | T99.7% | T99.7% | T99.7%
WMH””“ inc 1118 1448 1561 1780 1947 2018 2621 99.90% Agent Site Availability (end-to-end) - October Target < . . 2 .. .
contingency | | 99.97% Agent Site Availability (end to end) - Pre-October Target
Average FTE - FS Work Coach - (Forecast v |
- i i i lout - t S
wmuw_ demand being met In line with roliou Claimant site page end-to-end response times T99.95% | 799.95% | T99.95% | 799.95% | T99.95% | T99.95% | T99.95% | 799.95%
(Pre — Oct) 99.95% essential actions completed within 4.5 seconds ADQ 8% A99.75% | A99.86% "
Supply To be reported from July 2017 October ~ 99.00% essential actions completed within 2.5 seconds =i RS 2.50% | 299.839 | 458 2% SO0 4% | A% 80%
_ - Agent site page UCFS response times T99.95% | T99.95% | T99.95% | T99.95% | T99.95% | T99 95% | T99.95% | T99.95%
(Pre Oct) - 99.95% essential actions completed within 4.5 seconds .
October — 99.00% essential actions completed within 2.5 seconds A99.57% | A39.72% | A99.68% A99 A99.58%
Case An effective and end-to-end service is delivered which allows agents to adopt a case * % claimants paid on time (including the first Achieved figures quoted are for all actions et i ham 'y !
|Progression progression approach to their caseload, resulting in: Assessmaent Period} - not by Faster Electronic
1 "
| * Building trust with the claimants by paying accurately and on time and by allowing Payments {FEP) - 85% Service Hours Lost Service Hours Service Hours Lost - Service Hours Lost - Total Service Hours Service Hours Lost as
| agents to mcuuo_w mnn_h_o_.u_ needs by ::ao_‘w_nsn..“_..m ”:n “ﬂ_c_m n_m__...:.. ke and what Available UCFS Other Lost =,
» Reducing inefficiency by supporting agents to understand how work is linked and wha
wark needs to progress. 08/05/17 to 11706117 530,049 0 0 0 0.00%
e R S e
g o : =T - e Ll o -
S e i Benchmarks — Further benchmarks to follow
Jun 17 | Jul 17 | Aug "7 | Sep "7 | Oct"17 Pe PR AN i
T 85% __. T85% | T85% | TBS% | T&5% | T85% | T85% | T85% | T85% | T85% b7 17| Apr'17 Aug 17 |
L 4 . T T |
Actual 849 | Claimant ID verified by day 10 63% | B1% | 52% | 48%
(all Assessment Periods, (-1%) | I = ! | — 4 1 |
Percentage of some.payment) mj.ulm.mhl_ f t —-— - — Claimant commitment accepted by day 10 | 44% 55% 63% 62% T1% | "
|payments made |Actual . 83% | = —— e e ——— 4 t } f
on time {1* Assessment Periods,| 70% 7155 * 76% 75% 82% indicative | Claim evidence verified (including non-DM decisions) by | 43% 57% 62% | 60% 72%
some payment} in¢ FEP | | day 20 | - i
Actual | ‘ | Payment blocking To-Dos cleared by day 20 B5% | 81% | 81% | 78% | 87%
(all Assessment Periods, | L : | _ e | |
. some payment) nothy | e ok 9% | ] I T
FEP P Y _. Decisions made by DM (where required) by day 25 66% | 62% 70% 76% | 75%
| R — H A - L. - £ - . - £ i A -







