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Work smarter and more efficiently

The activities and working practices of your Revenues and Benefits Team are a key source of efficiency savings.

Process and Performance Manager from Capita Revenues and Benefits enables organisations to implement their
own standard efficient business processes and measure team performance across these processes, providing a wide
range of business benefits:

. Reduced processing costs - staff follow the
standard, most efficient process avoiding the
problems, time variances and costs that occur
when staff complete tasks in diverse ways.

Reduction in training periods for new staff —
staff are guided through the system with
immediate access to notes explaining

the process.

Faster processing - staff automatically taken
to the correct place in the system with data
pre-populated ready for processing. Processes
can begin in Electronic Document
Management Systems (EDMS) and seamlessly
continue into Revenues and Benefits

Faster identification of training needs - staff
performance can be measured and compared
against colleagues and benchmarks

Refined processes - different processes for
specific tasks can be trialled with the results
measured andcompared with previous
processes, before being rolled out.

In addition to delivering efficiency savings, Process and Performance Manager improves your organisation’s
protection of sensitive personal data. This application enables local authorities to monitor and identify
inappropriate access to accounts and claims by recording all access regardless of whether an update is made.

Key elements of the Process and Performance Manager

Process flows
Process flows are made up a series of tasks that must be completed to finish the process. They are completely
user-definable enabling your organisation to decide:

. What tasks form the process

. Which screens staff are is taken to for each task

. The benchmark time for completing the process

. The additional notes available to assist users throughout the process.

Process flows may be started from your desktop or initiated from an EDMS system, and seamlessly continued into the
Capita Revenues and Benefits solution.
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Performance monitoring
Performance monitoring functionality enables you to measure individual, team and process performance. For each proc-
ess started the Process and Performance Manager records a range of detailed information including:

. The staff working on each individual process
. Start and finish times for individual tasks and overall processes
. Levels of completion for individual tasks and total processes.

This information can then be interrogated using the powerful Process and Performance Manager reporting tool, which
provides instant reporting without the need to run batch reports. This tool presents data in easy to interpret charts and
graphs that are dynamic enabling users to apply filters, such as for a specific period to see the results instantly. The tool
also enables staff to ‘drill down’ for further details and instantly see the results. The performance-monitoring tool
enables you to:

. Identify training needs — compare staff performance against benchmarks

. Monitor staff performance — measure the effectiveness of contractors and home workers, and obtain
information for performance appraisals

. Identify the best processes — measure and compare the impact of standard and alternative processes.
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