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01-121119 – Closed as Help to Claim milestones are included in the paper at today’s 
meeting, and will be included in the dashboard moving forward. 

2. Programme Update 

Pauline Crellin provided an update on behalf of the Programme Director: 

The status of the Programme remains Amber. 
 
We have had to pause several areas of activity due to Purdah. Some of our stakeholder 
engagement has been paused due to the prominence of UC in the various party 
manifestos. We will re-start stakeholder engagement once we are able to do so, our 
stakeholders are sympathetic given the current position. 
 
There have been several interim proposals put forward around IR35 and it’s potential 
impact on self-employed contractors. This is a risk across all Departments and is critical 
for the UC Programme as we are heavily dependent on contingent labour. We are looking 
to secure staff on Fixed Term Appointments where possible, but if that fails we may look 
to try and re-negotiate existing contracts. 
 
We are undertaking a significant amount of work impacting election manifestos and 
commitments against the UC Plan. 
 
The NAO study on getting to first payment continues, and the NAO are currently in the 
process of inviting comments from external stakeholders. The NAO have been 
complimentary on the resource we have invested in supporting the study. 
 
Updated on Programme milestones including: 
 

• Help to Claim – currently Amber, as there is a decision point next year and the 
timescales are tight. 

• Identity Verification (IDV) – remains Amber due to the scale of the work that is 
required, not because of lack of confidence in delivery. 

• GDPR – now Red as the deadline of Feb 2020 to move onto the Dataworks 
platform is likely to be moved back by around 2 months. We are not non-compliant; 
the Information Commissioner is aware of the situation and is content as long as 
we are seen as having plans to mitigate the situation. It is proposed that Paul 
Lodge attends a future Programme Board to give an update on GDPR. 
 

There have been no changes to the key Programme risks or flight paths. 

The usual update to financial information is not available for this dashboard as the 
meeting is too early in the month. Pauline has had a conversation with finance colleagues 
to check if there was anything to flag to the Board and was told there was nothing 
requiring the Board’s attention.  

Unit Costs per caseload have decreased in October but are expected to track above 
target until Quarter 3 in 2020. Contingency funding is in place until the end of the year and 
there is a discussion on Unit Costs at the Programme Delivery Executive (PDE) meeting 
next week.   
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Programme Board members: 
 

a) The DG for People and Capability felt that navigating the current IR35 situation is 
not easy and stated that it is important that we keep an audit trail if we offer 
exceptions to the Fixed Term Appointment (FTA) process. The Director General for 
Work and Health felt it would be helpful for the Board to see a velocity metric as we 
need to know that the velocity of the output is above the assumption.     
 

b) The Chair asked what the Acting DG for Digital felt may be the proportion of 
developers we may need to replace under IR35. The Acting DG for Digital felt that 
between a quarter and a third may be lost. The Chair asked if we could have some 
analytics around this including the prospects for recruitment. The Acting DG for 
Digital and the DG for People and Capability will take this forward. 
 

c) The Chair was concerned that the Identity Verification milestone is still Amber 3 
months before completion. Paul Francis stated that plans went to PDE last week 
where 2 parallel scenarios were discussed, we have planned for worst case 
scenario and the current Amber status is a reflection of where matters stand. The 
SRO for UC felt confident we will be ready on time and it is Amber as we are not 
yet certain of the environment we will be deploying into. The Chair felt that we need 
to include text in the dashboard to explain why the IDV milestone is Amber. 
 

d) The DG for People and Capability asked if the Board felt we should have an IR35 
risk on the Programme Dashboard. The Chair agreed that this would be useful to 
allow the Programme to review the risk regularly. 
 

e) The SRO for UC asked if Board members had an appetite for losing some of the 
historical items on the dashboard in favour of more information around scaling. The 
Chair was supportive and felt this was a very good idea.  
 

Action 01-101219 – Update on GDPR at a future Programme Board meeting – Simon 
McKinnon 

Action 02-101219 – Various dashboard amendments to be made including: text on IDV 
milestone, an IR35 risk item; and proposals to increase the emphasis on scaling while 
reducing historical information – Ian Wright 

 
 3. Operational Update 

The Director General for Work and Health provided an update: 

The Operational update is similar to last month however charts have been added to the 
paper outlining Average Working Days Lost and Time Spent on Telephony which were 
requested at the last Programme Board.   

The underlying concern for Operations is that telephony contact continues to increase. 
Over time agents are having to do more work to keep UC going. We are trying to reduce 
the calls per customer ratio, but the amount of calls being taken is still not producing the 
level of channel shift required. The concern is around workload per agent as the live load 
grows. 
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More people are in work than ever before with employment rates at a record high of 76%, 
and the unemployment rate at 3.8%. 

Unit Costs are continuing to reduce due to added headcount and have stabilised since 
July 2019. Payment timeliness is at an all-time high of 88.9% in the First Assessment 
Period. Teams remain positive about UC. 

Operations have received good support from People and Capability colleagues on 
recruiting staff for both Jobcentres and Service Centres. Continuing to focus on the 
Labour Market and trying to increase activation rates to three months. We want to be able 
to measure this and score Jobcentres against the measure. 

 Programme Board members:   

a) The SRO for UC asked if it would be possible to explain in future updates what the 
vertical axis on the Work Generated per FTE and Caseload per FTE graph was 
showing as this was unclear. The DG for Work and Health will include an annexe 
with future updates with a clearer description.    
 

b) The Policy Director UC and Employment felt we need to undertake a “deep dive” to 
look at what is driving the increase in telephony. The DG for Work and Health 
agreed and felt we need to understand what it will take to reduce telephony contact. 
The Chair asked that the next Operational update for the February Board should 
include a breakdown of reasons for incoming telephone calls if that information is 
available. The Chair also felt that it may be a good idea to bring an update on 
Contact Strategy to the Programme Board in April 20. 
 

c) The Cabinet Office Operations Lead asked if it was fair to assume that as the 
caseload increases processing work is prioritised at the expense of other value add  
activities. The DG for Work and Health stated that our Once and Done case 
management approach is helping to meet our payment timeliness target. We have 
been pushing Jobcentres to push up labour market activity and we will monitor this 
carefully. 
 

d) The Chair was worried by the rise in Average Working Days Lost (AWDL) figures, 
along with the increased caseloads. The DG for People and Capability felt that our 
stats are actually pretty good compared to other areas. We have undertaken a 
“deep dive” on absence which does not correlate with call volumes increasing. We 
are looking to “test and learn” early interventions and conversations and looking at 
good practice in this area. Mental Health is an issue and we need to avoid getting 
into a vicious circle of high sickness absence and colleagues under pressure. The 
DG for Work and Health stated that we are currently undertaking a sustainable 
case management trial. 

Action 03-101219 – Update on Contact Strategy to be brought to Programme Board in April 
– JP Marks  

4. Transaction Risking 

Paul Francis provided an update: 










