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infroduction results

Over the past 2 months INTEC has been INTEC has taken these results and broke them up into 5 main categories...
carrying out a market research project to

assess how local authorities are making ¢ Online forms - The local authority has a ‘live’ online claim form in use

their services accessible to the communities
that they support.

¢ Implementing now - They are implementing a new system in the 6 months
¢ Contact form - Customers can submit their details and request a form/visit/phone call

R hing - th hori . ‘online’ claim f
The main focus of this research has been Nothing - the local authority does not require any ‘online’ claim forms

into the use of ‘online’ benefit claim forms. ¢ Downloads - Customers can download a PDF claim form and complete it by hand

‘online’ - A form that can be completed
Online Forms

and submitted over the internet. implementingNow  22%
9%

"The number of unemployed
people increased by 88,000 over
the quarter and by 677,000 over |
the year, to reach 2.47 million.”

Contact Form
8%

"18.3 million households in the UK
(70 per cent) had Internet access 8%
in 2009”

- Office for National Statistics

Downloads
53%

As you can see from our findings, a massive 69% of all the local authorities’ surveyed said
they do not have an online claim form at the minute and are not in the process of
implementing one.

http://www.statistics.gov.uk

In the current climate more and more

people need access to benefits and it is Of that 69%, 8% said they had explored the possibility but a decision was taken not to
down to every local authority in the country implement any type of online service. This is because research into their customers needs
to ensure their customers have maximum had showed that there was not a requirement (e.g. areas heavily populated by over 60’s).

access to these services.
This still means that nearly two thirds of the people we spoke to had looked at/wanted an

ques’rions online system but not taken it any further due to other constraints.

The first action was to look at various local
authority websites to see what systems are
currently in use. Those sites that did offer
‘online’ claim forms were noted and added
to our list. We then contacted those local

authorities that didn’t appear to have an
‘online’ form. We advised them of our re- ¢ The complicated implementation meant that integrating the new system with their

search and asked. .. existing web site would impact heavily on IT support. In those local authorities with
external IT contractors it meant thousands being added to the cost.

When we looked deeper into why online forms had not been implemented, the main
reasons became very clear...

¢ The example costs involved in purchasing these systems was typically anything from
£40K to £100K depending on the size of the authority in question.

# s an “online’ claim form something you ¢ Local authorities were not sure how many people would actually complete an online

have looked into? form so could not justify spending tens of thousands on a system that may not be used.

¢ Why was the decision taken not to go

Whilst they are all different, all three reasons arrive at the same conclusion. In the current
climate some local authorities just cannot justify spending tens of thousands of pounds on
online forms. One benefits manager we spoke to said...

ahead with an ‘online’ form? Was it an
operational decision or were there other
constricting factors?

¢ Is this something you are looking into in “It costs me around 31p per form to have my HCTB1 application printed, why

the future? would | spend £40,000 to £50,000 on a system that only a small percentage of
customers would use”



formbenefits

is there demand for ‘online’ forms?

Whilst the cost of the systems has put many
local authorities of purchasing these system to
date our research suggests that there is still a
great demand for ‘online’ claim forms. The
benefits to them and endless...

¢ Social Inclusion - online forms give your cus-
tomers another way of accessing your ser-
vices.

¢ Improved customer service - any visiting
inspectors will always regard authorities with
online claim forms as giving better access to
their services than those without.

¢ Security - online forms are inherently more
secure than postal forms.

¢ Mobility - customers with mobility issues can
access the services from home without
having to visit your offices.

¢ Partnership Working - online forms allow the
customers partners to complete forms on
their behalf in relative comfort.

¢ Speed - as the online forms are sent
immediately to your offices, there is no
delay waiting for the postal service.

¢ Accessibility - online forms can be
completed from anywhere with internet
access. This means forms can be submitted
from your local community centre or library,
which in some cases is easier to get to.

¢ Intuitive Help - as the form is completed, the
software highlights mandatory fields and
hides sections that are not required. This
means the forms are easier to complete and
there is reduced risk of information being
missed or entered incorrectly.

conclusion

From all our research there is a clear picture of
the market.

Demand for online systems is still very
high but many local authorities simply
do not have the huge budgets available!
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Introducing the solution... »¢informbenefits

Due to budget concerns INTEC’s solution was designed in conjunction with Coventry
City Council and North Warwickshire District Council. informbenefits broadens the

scope for benefit take-up, and ensures that you are socially inclusive when it comes to
benefits claims.

There is no on-site installation, which means that you can be up and running in no time
and avoid heavy service charges for implementation. Customers can complete the form
online, email notifications are sent to the customers with a secure link to their form
and to alert the local authority that a new claim has been completed.

Local authorities can simply log onto their secure web page and download the
completed form for processing. Customers may also part complete the form online and
then access the same application later. This functionality means that:

¢ Claims can be completed whilst assisting the claimant over the phone.
¢ Customers can begin to complete the application whilst waiting to see an advisor.

# Customers who struggle with the forms can save the information they have recorded
and seek guidance from your benefits team.

¢ Customers can complete the form in the comfort of their own homes at a time and
pace that suits them.

¢ An authority can also analyse the form completion to identify areas that are causing
problems with your customers. From here you can issue further guidance and
support.

For more information on how infarmbenefifs can help you, contact INTEC on:
T: 0845 224 8312

E: sales@intecpublicsector.com



