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Abstract. Excellent performance to meet the aims and objectives of the customer satisfaction is every organisations desire. Social and ethical responsibilities play a huge part during the operation of a business although the prime motive being social and economic improvements in this case. Actions and leadership tend to steer towards norms of ethics, values and morality in the current days of business we understand to be the “Modern Times”. All these ensure that representation in this manner of face to face, telephone and or online communications with customers is what drives the business performance to much more superior levels in a changing technological time. Numerous initiatives, failures and then studies have created more robust elements of communication methods of organisations that impact the customer satisfaction in the engagement from both customer and the organisation. 
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Introduction
   
Since the advent of the Civil Service the numbers in staff reduction since WW2 has reduced from nearly 1.2 million to 0.4 million to 2010. The reason for this decline will be addressed. In this report I will go through the national data of staff levels that have also impacted on the customer service engagement and the methods used to improve it in a more efficient customer focused manner.  

In this report I will discuss the Civil Service government department “Department for Work and Pensions” (DWP). This particular department focuses on numerous benefits and challenges to be delivered within the set time frames of policy and guidance provided.   It will report the changes since the advent world of new age technology, the benefits system and department that has adopted changes, providing access for customers much easier and much more efficiently.  The report explains that the Civil Service business has a section or department for every type and part of society, whether it’s a social, economical, civil construction or engineering, travel and health.   The report aims to establish the importance of the impact these government challenges have on the economic, social wide community and spending aspect of the department processes and how it impacts on customer relations. It will include the very way in which customers engage with the various department officers, processors and management and complaint systems that have been put in place to meet the needs and the requirements of the customers from the operational structure of the business. The business is a non-profit business due to the nature of the provisions that are available purely on the basis of improving the economical, social and financial and its full infrastructure of the society. 

A long time ago, this government was concerned with an arms race that was global. Now,  the same British government and Prime Minister has completely changed the old concern to concentrating now on a skills race. This is due to the way the outlook of a nation is viewed and the nation that shows the best in all its people will be the greatest in the next decades. Therefore the time for this change to be set is up to the  young people, employees and employers. We now need to look at summoning a new national effort and mobilisation to win the new skills race. (Brown, 2008)
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What is the DWP and what are their key competencies

This business is a not for profit (NFP) organization, which provides a free service for the public and is responsible for the welfare of the public, maintenance policy and the pensions. It is the UK’s largest public serving department. It provides and administers ill health and disability benefits for around 18 million customers and people that have made claims. It also provides services for a range of people from different age groups. 

[image: Image result for esa wrag assessments in 2018]

What is the DWP responsible for?

According to the government website (GOV.UK) the DWP is responsible for the prevention of poverty rather than what the symptoms of poverty are. It is responsible for the encouragement of making work pay for people rather than the perception or misconception that it is “Better out of Work”. The DWP is also responsible for encouraging people with ill health and people with disabilities that working encourages independency.  There have been accesses built and provided for people in wheelchairs due to their disabilities caused by their lower limb dysfunctions. The access that has been made available for wheelchair users has significantly encouraged and raised much higher expectations for them, the community and the economy.  It promotes diversity and creates a one unit team in any organization as well as the fair equal approach from the DWP. It also promotes retirement saving and providing a decent income for people that of pension age group.  
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It is responsible for providing value for money and ensuring that all levels of fraud and error is reduced to enable customers to feel comfortable with whom they are dealing with. In turn it identifies false claims and statements made by rogue customers attempting to use other people’s personal date rather than their own to commit fraudulent personal data crimes. DWP has many security systems in place that can identify and intercept false claim attempts made by these criminals.     

The DWP’s final responsibility is to ensure that serious injury; including deaths related to within the work place are reduced by working within the Health and Safety Executive.  

What are DWP’s priorities?

To enable customers to achieve their financial independency DWP has put in place systems by way of guidance in the provides highly trained and skilled individuals to deliver the support and service in the most effective manner to assist their customers to ensure long term sustainable employment. This is due to their effective running of 
the DWP welfare system.  This will in-turn, increase the saving and ensure security for customers in their later life when they reach pension age. Therefore this priority is one of the most competent aspects of the DWP as it not only satisfies the customer’s immediate medical needs but rather it also ensures the rest of that persona life to be able to sustain itself from the support and guidance that is provided and delivered by DWP. 

Support for families and their children

The support, advice and guidance start from the bottom ages of the community in order that families are at the core value of the DWP. DWP is committed to and always has been a system that is fair with affordable welfare to ensure that the lives of the children are safe guarded in every way possible. This means delivering a service that is outstanding to enable the prospects of all age groups of customers starting from the moment they are born to when they have reached pension age. 

The more efficiently the services are delivered the more the DWP will be able to transform in order to reduce cost and again increase efficiency.  DWP also provides benefits such as carers allowance for people who care for ill patients who are unable to care for themselves.     

 Views and opinions from an independent source

The perception and views on the way in which the DWP is expected to operate 
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comes from their policy and guidance stipulated on the government websites. Whilst stating that they are an organisation that is driven by the core family, community and far reaching economical values in order to sustain it, there are people that work for the organisation and far be it from what it states it provides to deliver the reality is far from this. 

From my research and enquiries on the services and applications made by customers it has become clear that the customers do receive the support and services that have been made available to them. However, the customer’s expectations far out-weigh the actual service that they receive in some or at times, many cases. Take the example of the new Universal Credit (UC) benefit.

This department has been set up by way of merging the Job Seekers Benefit (JSA) department, the Employment and Support Allowance for customers that are unfit to work or unfit for most work but not all work and lastly the Pensions Services (PS), which is for customers that have reached state pension age.  These are three different groups of people that the department engages with on a daily basis verbally 
on the phone, face to face interviews appointments, and contact by post, text-phone and visits by department officers to the customer’s homes. Recently there is a new and more efficient way of communicating with the departments and that is by real time “Chat” service that has been made available.  This service is provided in real time and the customer and the officer on the Chat service will be able to go through the entire enquiry and establish and understand the status of the customer’s application. The officer will also advise the customer exactly the information and any documents that are required in order to ensure a rapid response in the customer application for their benefit claim. 

Applications on reconsiderations and appeal case procedure

This provides detailed statistical data on the level of customers making applications for reconsiderations and appeals after DWP refusing ESA benefit. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/667373/esa-wca-summary-dec-17.pdf

Decision made on customer applications

The decision for the customer to be eligible for the application benefit claim that they have made cannot be decided or approved by the officer who was directly in communication with the customer. This decision will be decided by a trained 
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processor. The trained processor will receive the customer’s application form as well as any documents posted to the Mail Handling Centre (MHC) that falls under that customer’s post code. Once the MHC opens the customers post they will immediately upload all the customer’s documents onto the Online Post Box (OPB) system. This OPB is accessible to any processor within the DWP nationally as it works via a network system. 

The processor will down load all and any of the customer’s documents from the OPB system via the customer’s national insurance number. This takes seconds to down load and this speed’s up the processing procedure for the officer processing the claim application for the customer. 
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Figure 1: This is a diagram that shows that journey of a customer application for the ESA benefit 
[image: Related image]
Political parties voting whether to keep part of a component of ESA

Figure 3: Recently the government voted on whether or not to cut £30 from the 
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Work Related Activity Group (WRAG) component of ESA. The percentage data is shown below. In it the majority of votes were in favour of cutting this from the customers who were NEWLY placed in the WRAG group from April 3rd 2017 and not for customers who were being reassessed and allowed again after already finishing a period of the WRAG or Support Group. 

How political parties voted to either keep or cut the £30 a week for the WRAG customers leaving this customer group with £73.10 a week to live on rather than the added WRAG component. Votes cast for the cut were on the bases that it was not impossible for these customers to find some kind of work but not any kind of work.

MPs			For		Against		Abstained
Labour		0%		88.7%		11.3%
SNP			0%		96.4%		3.6%
Conservative	94.2%	0.9%			4.9%

Barriers and obstacles whilst processing customer applications  

There are numerous reasons as to why a claim may be delayed or even rejected. This can vary from the customer returning onto a benefit and their eligibility of entitlement to social government funding due to their residential status. These official documents depend on the Home Office documents.  Customer’s that return to the benefit claim are rigorously scrutinised. This process of scrutiny is to ensure that there are no previous sanctions outstanding on the previous claim. Sanctions can be applied to customers who fail to comply with terms and conditions of the benefit claim. In the event that the processor identifies this on the decision making system (DMS), in spite of the customer providing all the relevant documents required and personal identification details, the processing officer will not be able to make a final decision to fully process the claim.

The DWP provide financial benefit to customers for the sole purpose of improving the customer’s personal circumstances when they experience financial difficulty through no fault of their own.  These can range from customers who are made redundant from their last employment, their contract of employment has ended or evidence of constructive dismissal. In spite of this absolutely free provision from DWP, there are conditions for which the customer must comply with or face consequences of possible sanctions that can be applied if the customer cannot provide good cause in the event of customer failing compliance.  The customers are 
given detailed advice and guidance as to their contractual obligations for receiving the benefit. In return, the customers receive as much support and advice and 
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guidance as they request as well as face to face interviews with specialists job coaches from within the customers nearest jobcentre plus office. 

Other provisions available to customers from DWP 

According to (GOV.UK, benefits) there are many different forms of provisions available to customers who are successful when making an application for benefits. There are 9 different types of benefit claims that a customer can make. Each benefit has its own eligibility criteria according to the customer’s personal circumstances or difficulty they have been placed in their personal lives.  The different types of benefits are as follows:

· Universal Credit

· Tax Credits

· Jobseekers Allowance and Low Income Benefits

· Child Benefit

· Benefits for Families

· Heating and Housing Benefit

· Benefits for people who have suffered bereavement 

Each benefit has a wide range of provisions within its processes and procedures.  Each benefit also has other available benefits for people that are vulnerable and in extreme difficulty. However, my main focus will be around the service provisions and its accessibility o these provisions by customers. For example:

With the Benefits for Families initiative there are 16 more different types of sub divided provisions. There is also a provision for partners who have lost their loved ones in military exercises. 

Also within the Tax Credits initiative there are 21 more different sub divided provisions available to meet and suit the customer’s particular individual needs.

In order for the DWP to meet the needs of the customer to be able to value the 
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service provisions, the organisation must itself have this in their core competence mission, scope and its values from deep within the business. Looking in from the outside as if I were a customer, the service provision available feels as if it can meet the needs of customers from all walks of circumstances. Be it they are un-fit for work, ready for work or suffering from mental health, be it that they require 24 hour care and support to families that have lost the main income earner and now are in extreme financial difficulty that they may lose their mortgage lender and or even their homes. 

The DWP provides communication services for all different groups of people. The access levels of communication are available for people with a disability. These disabilities range from people with hearing problems, partially sighted, mobility, people with upper limb problems, many other physical conditions and people with mental health problems. For example:

According to (Harris and Lenox, 2014) there are 3 main factors that will define a business. 

1. Opportunities

What else are other organisations offering that your business does not? 

2. Capabilities 

What are the key strengths in the business. What are the most competitive strategic advantages.

3. Values

What is the mission scope and the core values of DWP

There are text communication services for people with hearing problems. There are also services available for people who cannot leave the home due to physical and or 
mental health problems. Every aspect and level of care and understanding has been built into the system and business. This in itself is delivering a service to make the lives of all communities more comfortable than that of the situation that the customer has been left in.

In this part of the report I will provide information as to the statistical data that has been collected from extensive research by national institutions for the purposes of identifying, addressing and forwarding any finding recommendations back to the 
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relevant government departments. The Institute of Government has a wide range of 
areas that it has researched in detail in order to seek out and measure the areas that require reassessing, re-evaluating and identifying the grass roots of processes and management that have not improved rather they have often ignored previous old fashioned operational systems. Since the data was collated and then delivered to the senior policy and operational management in charge of implementing change and policy, there has been a major shift in all areas of civil service as well as DWP. For example: UC has taken over from the major benefit initiatives such as JSA, ESA, Tax Credits and Income Support (IS) benefits. Six major benefits have been rolled into one benefit called UC.   

Customers have to now process this claim online in spite of them already having a current benefit claim if they fulfil the eligibility criteria. However,  if a customer is reporting a change such as a person moving into their home the customer is informed by the telephone officer that UC is their only option and that an online application must be completed before the contact centre dealing with new UC claims can take the call.

This seems to me a more faster and efficient idea as the time spent on the call is reduced by more than half as all the basic details are online and the call officer simply needs to check the information before advising of any discrepancy if any. In spite of these new technological changes it is still not plain sailing yet. 

Figure 1: Assessments conducted by Health care Professional on customers claiming Employment and Support Allowance benefit. 
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The total number of assessments conducted were 4,900. This statistical data was measured in the period October 2008 to September 2013.  

The above figure shows the total customers placed in the WRAG after attending a Work Capability Assessment (WCA). This means that their prognosis will allow them to seek work some sort of work that is tailored to their condition.  It is often not the case that the coaches in the jobcentre are able to secure them an interview with an employer although the terms and conditions of being placed in this group requires customers to comply. 

Dealing with national size complaints due to inefficient constructive planning on Universal Credit 

In a report by (Forrest, 2017) its states with deep concern and worry for the vulnerable public that promises were made 7 years ago to streamline the benefit system and to provide a more simplistic and fair process in place of the old. It was headed by Ian Duncan Smith MP and whilst he was still the lead in the roll out of this initiative called UC, it was more confusing and opposed due to the complexity and of its cruelty as it did not pay customers for the minimum process period of 6 weeks that was placed on period for which it would be processed. This caused misery to the customers who were so genuinely in need of this welfare support.

This caused some families to take and borrow new debts. Others had no choice but to visit food banks due to the wait in processing period. Campaigners of welfare found that some families had to wait 13 weeks for their first payment. 24% of customers had to wait more than 6 weeks according to its own DWP statistical analysis. 

Not only was there a huge delay in families receiving their payments the DWP placed customers in a phone queue that was charging customers 55p a minute for using the UC help line. This was scrapped as it was adding insult to injury as was then free of charge for UC customers to call. The UC was in such a state that 299 MP’s voted for the UC benefit to be paused until it was fixed. Also around a dozen MP’s wrote to the DWP to have the roll out of UC immediately suspended.  Nick Philips from the London Unemployed Strategies campaign says that DWP seem to have a culture of deterring people from trying to claim benefits, whilst MP from North West Durhan, Laura Pidcock stated that the work capability assessments was a “sanctions regime” and that claimants amount to fraudulent and dishonest people. 

Unethical approach to medical assessment on Personal Independent Payment (PIP) Benefit
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The DWP received criticism from mental health groups such as MIND after ministers suggested that customers with curtain mental health conditions such as anxiety, do not require help.  This was reported after new guidance for customers being assessed for PIP claims where it explicitly stated singled out customers with mental health although the effects are the same as a person who suffers with a physical condition. 

It goes on to say that the mobility component of the PIP benefit should not be awarded to those with mental health conditions limits the customer the same of a person with a physical impairment.  They went on further to say that these mental health conditions that cause mobility impairment are not relevant.  MIND charity stated that the government was labelling customers by their condition and perpetuating a burning injustice. 

DWP then replied to this by stating that they give the same recognition to mental health conditions as they do with a person with a physical condition. The change was made to the guidance when an upper tribunal ruled in favour of a mental health condition that has the same impact to that of a physical condition should be provide the same level of benefit.   
 
Research and statistical records
            
According to (Radnor, 2010) she argues that the UK Civil Service setting straight all the areas in which the civil service departments sought to improved efficiency in the operational processing,  IT systems and in the delivery of customer service, that it viewed the “lean” approach as a means of saving on spending rather than the emphasis on enhancing the services for the public from the benefit department sections.    

According to the (Office for National Statistics, 2017) the Annual Civil Service Staff Employment Survey for the period from 2008 to 2017 shows that there has been a significant reduction by 20.1%.  In staff numbers that is 105,758. In spite of this huge drop, the staffing levels has increased to 419,399 on 31/03/2017 compared with the previous year, which was up from 31/03/2016. That is a small but an increase of civil servants up by 1,056, which is (0.3%).     

The department in which I apply the applications, processes and procedure that are made available today are by far much more robust and superior in terms of structure and more organised than it was when I first started over 18 years ago. Not only is this factual but it also shows that there was a reduction of officers due to a more technological time that is constantly evolving since the advent of the internet also known as the WWW. 
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There are issues that may hinder delivery of good performance such as the DWP’s “Pathway to Work” programmes according to (Hallsworth, Parker, and Rutter, 2011). This is due to the way in which the evaluation process for that initiative was constructed.    

Further on from the past technical or inefficiencies of civil service management, there is light at the end of the tunnel in the way of a roll out which includes timed schedules and geographical locations set out in the schedules as well as clear specific criteria for eligibility. 

According to (TURN2US, 2018) It stated that UC also depends upon whether the customer is in a full digital service area.  The UC benefit is gradually being phased in and anyone can make an application depending on the location of where a customer resides. Anyone who is working age and lives in a geographical location that has the full digital roll service available is automatically eligible. 

The other criteria for eligibility is that if a customer has less than three children that are dependent on them then these customers will not be eligible. They will have to 
make applications from one of the six benefits separately.  However, if families are already on UC and have 3 children then they can remain on the benefit so as to not 
cause any disruption to family livelihood.  In addition to this families with 3 children can apply for UC after 1/02/2019 onwards. 

The expected time for this rollout to be digitalised and in full service is 2018 December. Any customers that are on existing benefits other than UC will be automatically transferred to UC by an expected date of July 2019. This process of every single benefit claimant being on the UC is set at a target date of March 2023.

Lessons learned from previous mistakes

DWP states that when a jobcentre is phasing in UC into the area, it will not deliver the full digital service immediately to every post code that already exists under their cluster group set post code areas. This will be a time consuming and overwhelming task.  After the paused until it was fixed there has been strategies and technical fixes constructed or planned in the manner to avoid further disruptions to the vulnerable public.   In spite of the public already being aware of the previous disaster with the governments new UC initiative, the new plan is for each jobcentre offices to roll out UC and send invitations and notifications to customers about the transition that will take place to their benefit in a timely and constructive scheduled manner. 

According to report by (Butler, 2018) So far the current strategies have still not been successful according to a government dismissing failing identified by the failings in 
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the audit report and MP’s also expressed criticism. It said that “Government must 'wake up to universal credit flaws”. 

After the government rejected and or ignored the findings by the Public Spending Watchdog (PSW) of its criticism on the UC operational disaster, MP’s have told government to wake up to reality. The PSW also stated that and insisted the government approach to this new age benefit was a great British innovation. A ministerial statement that angered opposition MP’s when Esther Mcvey responded to the National Audit Office (NAO) report that found failures in the UC benefit.

Improving DWP by means of digital systems

DWP have employed a digital analyst by the name of Jon Osborn. He has a first class honours degree in Business studies that he completed at the university of Leeds Beckett from 2003-2006.  Osborn has worked for numerous organisations such as BNY Mellon in Leeds where he was responsible for the delivery of timely accurate performance measurements as business and performance analyst. He then ventured into the civil service first working for the Child Maintenance & Enforcement 
Commission in Leeds as a business analyst. He was responsible for project management in transferring current systems and data onto future systems. 

He then became the business analyst manager for Child Maintenance & Enforcement Commission. Then he moved on to the DWP as a senior analyst. Now he is the head of business analyst in the DWP. 

He recently delivered a session to DWP Digital leadership community to look at how DWP is building a digital delivery culture. The session was focused on 10 practical things that can be done better in the digital sense.  Osborn has changed the systems and transferred the old into future new systems. With the support and expertise of Osborn and the digital team, the shape of things to come from within the DWP to the public should be much more effective and more positive rather than what UC customers experienced in the past. 
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Conclusion 

DWP and the civil service have been through serious changes throughout its evolving journey.  However, the steps and initiatives have been set up have been criticised and not delivered in the operational business processes to meet the needs of the public and the welfare state system.  As a result there have been in the past mistakes that have had profound impact on the community and public due to the department and the management from within the government. This was due to not applying logic and or emphasis on the impact on the process rather on the target time, utilising less resource and on the outcome delivery. The lessons learned have not been heard by those in charge rather attempting to brush issues under the carpet. 

In spite of this behaviour and reaction to warning signs investigated and reported to the government by audit and research watchdog organisations, MP’s had to intervene and express their feelings on such matters in Parliament. In light of these analytical reports the DWP and senior management in charge of the new age benefit system are without doubt made efforts to resolve these technical operational processes by way of hiring experts into the field in order to progress in spite of constant news reports of system failures  that have marred the media. 

The DWP has also made changes to guidance on the issue of medical conditions and on the similar impacts that physical and mental health conditions have on a person’s inability to perform normal day to day tasks.  Parliament also voted to cut a component of the WRAG as disability coaches were able to tailor work to suit the customer’s medical condition.  The different opinions from both sides of the government need to work together rather than pointing fingers at one another. The only way forward in order to protect the welfare of the public and the system is by engaging more with experts and employing more experts with records of achieving such standards.  This way the social welfare of the society will improve day by day resulting in a more strategic, faster economical and social system that will support our wider community. 

There should be more ways to support the vulnerable and to improve lives such as customers that abuse themselves with substances and alcohol. If there were mandatory systems in place where these groups attended rehabilitation centres to  recover from substance use by fully completing the courses then the change would be more socially and economically prosperous. This is somehow not the case as customers in these groups can vacate a rehabilitation centre and not be penalised as it is infringes on their human rights if made mandatory. In spite of this the welfare system is one that does look at immediate support for eligible customers.      
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Work Related Activity Group (WRAG) 
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