
2012 AO – Applications (Level 1) 

Objective What / How  DWP Competency 

Finance / 
Results 

Maintenance Outcomes: Establish the most appropriate service 
type for client’s circumstances. Promote family-based 
arrangement, Direct Pay. 

Application Fees: Explain the impact of charging and confirm 
eligibility to pay application fee. 

Collect Applicants Information: Collect accurate information and 
manage the client’s expectations.  

Financial Budgets: Ensure working in a cost effective manner. 

Making Effective 
Decisions 

Achieving 
Outcomes Through 
Delivery Partners 

Delivering Value for 
Money 

Delivering At Pace 

Managing a Quality 
Service 

Customer Throughput: Ensure delivery of KPIs - 50% (one day); 80% (4 
days); 90% (two weeks); 98% (2-4 weeks)  

Customer Satisfaction: In Line with 8 client promises ensure 
effective and honest management of customer expectations. 
Effectively and proactively use telephony as the primary means of 
contact in order to update clients, reduce complaints and 
maximise performance. 

Call-backs: Ensure all call-backs are completed within the 24 
hour measure. 

Availability: Ensure 80% availability to improve the client 
experience using the correct Aux codes. 

Dissatisfaction/Complaints: Ensure all steps are taken to 
resolve client concerns where possible. 

Self Service SRs/Activities: Ensure all Self Service 
SRs/Activities are completed within the agreed timescales 
and within a 24 hour measure. 

Making Effective 
Decisions 

Leading and 
Communicating 

Managing a Quality 
Service 

Changing and 
Improving 

Internal 
Processes 

SRs: Actively manage all SRs through to an accurate outcome. 
Ensure all incident retries are completed in time. 

Client Contact: Make effective use of the telephone, contacting 
all clients at appropriate times. 

Process Assurance Accuracy: Comply with Share Point 
processes, ensuring all decisions are supported by guidance, 
and contributing to the team’s process assurance target of 
95%.  

Security: Guard the integrity of Client data to ensure no security 

Achieving 
Outcomes Through  

Delivery Partners 

Delivering Value For 
Money 

Collaborating and 
Partnering 

Changing and 



breaches occur. 

Effective Caseload Management: Ensure all SRs have an 
appropriate ‘Next Action Due’ date. 

Feedback: Proactively and constructively feedback (and be 
prepared to receive feedback from others). 

Improving 

Making Effective 
Decisions 

People Attendance Management: Follow DWPs attendance 
management process and well-being guidance. 

People Survey: Take opportunities to provide feedback, making 
suggestions where improvements could be made 

1:1 review: Follow Performance Management process, 
prepare your self review and development plan and ensure 
you have a monthly review with your line manager. 

Completion/monitoring of PDP: Identify development 
opportunities, working with your manager to ensure the plan is 
followed. 

Keep up to date on processes / procedures: Keep up to date 
with changes to processes / procedures. 

Development: Make effective use of the committed five 
development days to improve the skills and capabilities you need 
to fulfil your role and help you make the most of the potential you 
have. 

Reward & Recognition: Share and highlight examples of good 
customer service and outstanding work of others by nominating 
them for the bonus scheme and other available mediums to 
recognise and reward your colleagues. 

Seeing The Big 
Picture 

Building Capability 
For All 

Leading and 
Communicating 

Achieving 
Outcomes Through  

Delivery Partners 

Delivering At Pace 

Collaborating and 
Partnering 

 

2012 EO – Applications (Level 2) 

Objective What / How DWP Competency 

Finance / 
Results 

Maintenance Outcomes: Effectively manage yours/your team's 
contribution to the Maintenance Outcome target of 83%, 
ensuring family-based arrangements and Direct Pay are 
promoted at every opportunity.  

Application Fees: Ensure mandatory checks are completed 
(*telephony checks and coaching SRs). 

Financial Budgets: Effectively oversee and manage your 
teams and promote and encourage cost saving measures at all 
times. Ensure your teams work in an effective manner and 
provide the most efficient service (e.g. once and done, making 

Making Effective 
Decisions 

Achieving 
Commercial 

Outcomes 

Delivering Value 
for Money 



timely accurate decisions etc.). 

Systems: Ensure RM has the correct cost centre for all your 
team and ABM activity is updated and accurate.  

Customer Throughput: Effectively manage throughput of SLAs - 50% 
(one day); 80% (4 days); 90% (two weeks); 98% (2-4 weeks). 

Customer Satisfaction: adhere to expected timescales on 
work manage customer expectations by being proactive on the 
phone and provide the best possible level of service to internal 
& external customers ensuring that the standards in the Call 
Handling Quality Guide are adhered to. Complete 3 full voice 
recording checks per caseworker a month.  

Call-backs: Ensure all call-backs are completed within the 24 
hour measure, dealing with any failed call-backs 

Availability: Ensure adherence to the online telephony 
procedures whilst managing availability performance referring to 
CC pulse and OPMIS to measure this on a regular basis to 
achieve availability of 80% and <5% in a default AUX state.  

Dissatisfaction/Complaints: Ensure all steps are taken to 
resolve client concerns where possible. 

Self Service SRs/Activities: Ensure all Self Service 
SRs/Activities are completed within the agreed timescales 
and within a 24 hour measure. 

Making Effective 
Decisions 

Leading and 
Communicating 

Managing a Quality 
Service 

Internal 
Processes 

SRs: Oversee & manage your/your team's work, to actively 
manage all changes through to an accurate outcome. Ensure all 
incident retries received on your team are completed on time. 

Process Compliance: Build a culture of process 
compliance, ensure teams adhere to guidance when 
making decisions and annotating the system correctly. 
Ensure all staff comply and use Call Guidance to deliver 
client outcomes. 

Process Assurance Accuracy: Re-enforce & assure correct 
use of procedures, react positively & innovatively to accuracy 
feedback to ensure you meet the target of 95% on process 
accuracy for your team. Complete a minimum of three process 
assurance SRs/checks per person a month, taking appropriate 
action as a result. 

Security: Manage & monitor your team's security processes 
to guard the integrity of client date. Take immediate action 
in line with procedures when dealing with security 
breaches or process failures. 

Client Contact: ensure you team use the telephone as the 
primary method of contact and that all appropriate attempts are 

Making Effective 
Decisions 

Changing and 
Improving 
Collaborating and 
Partnering 



made to update or gather information. Take appropriate action 
with caseworkers failing to meet the standard. 

Feedback: Have in place supportive systems so caseworkers 
can provide constructive feedback, and take forward any 
received, on casework inherited that does not meet expected 
standard. 

People / 
Quality 

Learning and 
Development 

Attendance Management: Ensure adherence to the 
attendance management procedures, keeping accurate records, 
taking action when required in line with guidance to achieve 
AWDL indicator of 7.  

People Survey: Manage your team's contribution to the Child 
Maintenance Group’s People Survey ensuring that you take a 
proactive role in promoting and reacting to feedback to achieve 
engagement index indicator of 60%- or 5% improvement on 
current scores. 

Reward & Recognition: Praise, share and reward examples of 
good behaviour and outstanding work, making use of the bonus 
scheme and other available mediums to recognise and reward 
your colleagues.  

1:1 Review: Follow Performance Management process, 
prepare your self review and development plan and ensure 
you have a monthly review with your line manager. 

Appraisal Process: Ensure adherence to the process for you 
team throughout the year, including monthly 1:1, appropriate 
use of PAL and coaching SRs to improve performance. Achieve 
the mid and end of year distribution curve for your caseworkers. 
Pulse survey results to monitor 1:1 discussions are taking place. 

Completion and monitoring of PDP: Manage your own 
development and take advantage of the development 
opportunities available to you Use you 5 development days 

Performance Variation: understand and compare 
individual/team performance and productivity achievements and 
look for ways (using CI techniques) to reduce variations and 
improve further.  

Ensure your people understand expectations. 

Leading and 
Communicating 

Building Capability 
for All 

Achieving 
Commercial 

Outcomes 

Delivering at a 
Pace 

Collaborating and 
Partnering 

Leadership Engage people and teams: by talking and listening to them, 
setting a vision and explaining the business context. Agree 
timely objectives and keep people updated as the context 
changes. 

Lead change positively: and embrace business 
transformation; owns changes and creates an environment to 
make Sure it happens. Deliver excellent customer service, 
aiming for ‘once and done’ in all customer contact, even if they 

Seeing the Big 
Picture 

Changing and 
Improving 

Leading and 
Communicating 



are not directly targeted on it. 

Drive innovation: taking on board fresh ideas and recognising 
people’s contribution. 

Empower people to take responsibility: for removing 
inefficiencies, driving costs down and service up; sharing 
suggestions for process improvement so that good practice is 
shared and standardised. 

Inspire others to give their best and continuously develop their 
skills and capabilities; hold a specific 

Capability plan to ensure outcomes are achieved and ensure 
everyone has a PDP which gets them there. 

Provide regular coaching and feedback: to ensure others 
deliver to the best of their ability and reach their full potential. 

Identify and develop talent: engaging in talent management 
processes at all levels to grow capability and nurture colleagues 
who are embedded in roles as well as those who are new to 
grade.  

Seek and Act on feedback about your own performance and 
build a stretching personal development plan 

Tackle under performance - In line with procedures, act 
quickly to any performance related issues in relation to 
process compliance, telephony standards, productivity, 
attendance and discipline, including use of PALS for 
informal and formal action. Maintain focus on all 
performance/behaviour/attendance issues during regular 
team meetings and monthly 1:1s. 

Celebrate success – to develop a sense of pride in the service 
we all deliver. 

Building Capability 
for All 

 

2012 AO – New Case and Case Maintenance (Level 1) 

Objective What / How  DWP Competency 

Financial Maintenance Outcomes: Contribute effectively to the 
Maintenance Outcome target, promoting family-based 
arrangements and Direct Pay at every opportunity. 

Arrears Management: Negotiate to make the best possible 
agreement by a preferred collection method, adhering to the 
Debt Steer. 

Card Collections: Identify opportunities and negotiate a card 

Making Effective 
Decisions 

Achieving 
Commercial 

Outcomes 

Delivering Value for 
Money 



payment to regain compliance and/or reduce arrears.  

Financial Accuracy: Ensure all casework decisions are cash 
value accurate, contributing to the 97% team target.  

Customer Throughput: Progress allocated SRs within their SLA 
contributing to the team targets of 90% within SLA and 
restarts in 12 weeks and use these to manage customer 
expectations. 

Customer Satisfaction: In line with the 8 promises to clients 
and compliance to Make that call, Make a difference deliver 
excellent customer service, making effective proactive use of 
the telephone (in line with call handling quality guide) to 
contact and update clients. Contribute to the 10% outbound 
calling rate for the team. 

Call backs: Ensure all call-backs allocated to you are made 
within the agreed timescales. 

Availability: Ensure maximum telephony availability to 
improve the client experience and use correct AUX codes 

Complaints/Dissatisfaction: Ensure all steps are taken to 
resolve client concerns where possible. 

Self Service SRs/Activities: Ensure all Self Service 
SRs/Activities are completed within the agreed 
timescales and within a 24 hour measure. 

Making Effective 
Decisions 

Leading and 
Communicating 

Managing a Quality 
Service 

Internal 
Processes 

Next Action Due dates: Ensure these are not missed and 
are set as appropriate on all cases to ensure the Effective 
management of the caseload and deliver client outcomes.  

All SRs (including Change of Circumstances, Arrears 
etc.): Actively manage all changes through to an accurate 
outcome. Ensure all ‘blanks’ are updated within two days. 
Ensure all incident retries are completed in time.  

Process Assurance Accuracy: Comply with Share Point 
processes, ensuring all decisions are supported by 
guidance, and contributing to the teams process 
assurance target of 95%.  

Security: Guard the integrity of Client data to ensure no 
security breaches occur. 

Client contact: ensure you use the telephone as the primary 
method of contact and that all appropriate attempts are made 
to update or gather information from them. 

Feedback: Proactively and constructively feedback (and be 
prepared to receive feedback from others) where inherited 
casework does not meet expected standards. 

Making Effective 
Decisions 

Changing and 
Improving 
Collaborating and 
Partnering 



People / 
Learning and 
Development 

Attendance Management: Follow the DWP’s attendance 
management process and well-being guidance. 

People Survey: Take the opportunity to provide feedback, 
making suggestions where improvements could be made. 

1:1 review: Follow Performance Management process, 
prepare your self review and development plan and 
ensure you have a monthly review with your line 
manager. 

Completion and monitoring of PDP: Identify opportunities 
for development, working with your manager to ensure the 
plan is followed. 

Ensuring up to date on current processes/procedures: 
Keep up to date with changes to processes and procedures. 

Development: Make effective use of the committed five 
Learning days per year to improve the skills and capabilities 
you need to fulfil your role and help you make the most of the 
potential you have. 

Reward & Recognition: Share and highlight examples of 
good customer service and outstanding work of others by 
nominating them for the bonus scheme and other rewards. 

Leading and 
Communicating 

Building Capability 
for All 

Achieving 
Commercial 

Outcomes 

Delivering at a Pace 

Collaborating and 
Partnering 

 

 

2012 EO – New Case and Case Maintenance (Level 2) 

Objective What / How DWP Competency 

Financial Maintenance Outcomes: Effectively manage yours/your team's 
contribution to the Maintenance Outcome target of 83%, 
ensuring family-based arrangements and Direct Pay are 
promoted at every opportunity.  

Arrears Management: Effectively negotiate, and manage and 
coach your teams to negotiate, the best possible agreements by 
a preferred collection method in adherence to the Child 
Maintenance Group’s Debt Steer.  

Card Collections: Promote and proactively coach team’s 
effective collections of payments via the telephone. 

Financial Budgets: Effectively oversee and manage your 
teams and promote and encourage cost saving measures at all 
times. Ensure your teams work in an effective manner and 
provide the most efficient service (e.g. once and done, making 
timely accurate decisions etc.). 

Making Effective 
Decisions 

Achieving 
Commercial 

Outcomes 

Delivering Value 
for Money 



Systems: Ensure RM has the correct cost centre for all your 
team and ABM activity is updated and accurate.  

Financial Accuracy: Ensure your team’s casework decisions 
are cash value accurate and meet the 97% team target, taking 
action as appropriate where this is not met. Analysing C&PA 
feedback to identify areas for improvement and arranging 
appropriate up-skilling. To also ensure that coaching SR’s are 
undertaken targeted in high risk areas as a priority.  

Customer Throughput: Effectively manage workloads/resources to 
ensure 90% of Service Requests are progressed within their 
SLA; compliance re-starts in 12 weeks to effectively manage 
client expectations. –  

Customer Satisfaction: In line with the 8 promises to clients 
and compliance to Make that call, Make a difference, ensure 
you/your teams adhere to expected timescales on work, 
manage customer expectations by being proactive on the phone 
and provide the best possible level of service to internal & 
external customers ensuring that the standards in the Call 
Handling Quality Guide are met. Complete 3 full voice recording 
checks per team per week. 10% outbound calling rate expected.  

Call backs: Ensure all call-backs on are made within the agreed 
timescales, dealing with any failed call-backs appropriately. 

Availability: Ensure adherence to the online telephony 
procedures whilst managing availability performance, referring 
to CC pulse to measure this on a regular basis to achieve 
minimum availability of 80% , and to reduce number of RONA’s 
to no more than 1% of number of inbound calls and <5% in a 
default AUX state.  

Complaints/Dissatisfaction: Work proactively to identify where 
dissatisfaction is appropriate and to reduce complaints & carry 
out analysis to provide feedback and coaching to caseworkers, 
ensuring all steps are taken to resolve client concerns at earliest 
opportunity. 

Self Service SRs/Activities: Ensure all Self Service 
SRs/Activities are completed within the agreed timescales 
and within a 24 hour measure. 

Making Effective 
Decisions 

Leading and 
Communicating 

Managing a Quality 
Service 

Internal 
Processes 

Next Action Due Dates: Proactively manage the process in 
relation to action due dates, analysing performance, introducing 
improvement measures when as where required to ensure 
these are not missed and are set on all cases to ensure 
effective management of the caseload and client outcomes. 

All SRs (including Change of Circumstances, Arrears etc.): 
Oversee & manage your/your team's work, to actively manage 
all changes through to an accurate outcome. Ensure all ‘blanks’ 

Making Effective 
Decisions 

Changing and 
Improving 
Collaborating and 
Partnering 



are updated within two days.  

Ensure all incident retries Received on your team are completed 
on time. 

Process Assurance Accuracy: Re-enforce & assure correct 
use of procedures, effectively utilising coaching SR’s 
requirement. React positively to accuracy feedback to ensure 
you meet the target of 95% on process accuracy for your team. 
Complete a minimum of three process assurance SRs/checks 
per person a month, taking appropriate action as a result. 

Security: Manage & monitor your team's security processes to 
guard the integrity of client data. Take immediate action in 
line with procedures when dealing with security breaches 
or process failures. To ensure your team completes the 
mandatory e-learning on an annual basis. 

Client Contact: ensure your team use the telephone as the 
primary method of contact and all appropriate attempts are 
made to update/gather information in line with Make a call, 
Make a difference. Take appropriate action with caseworkers 
failing to meet the standard. 

Feedback: Have in place supportive systems so caseworkers 
can provide constructive feedback, and take forward any 
received, on casework inherited that does not meet expected 
standard. 

People / 
Quality 

Learning and 
Development 

Attendance Management: Ensure adherence to the 
attendance management procedures, keeping accurate records, 
taking action when required in line with guidance. Promote well-
being within your team.  

Engagement: Encourage and seek feedback at every 
opportunity, ensuring that you are proactive in reacting to all 
feedback 

Reward & Recognition: Praise, share and reward examples of 
good behaviour and outstanding work, making use of the bonus 
scheme and other available mediums to recognise and reward 
your colleagues 

1:1 Review: Follow Performance Management process, 
prepare your self review and development plan and ensure 
you have a monthly review with your line manager. 

Appraisal Process: Ensure adherence to the process for your 
team throughout the year, including a monthly 1:1 with each 
team member, appropriate use of PAL and coaching to improve 
performance.  

Completion and monitoring of PDP: Manage your own 
development and take advantage of the development 

Leading and 
Communicating 

Building Capability 
for All 

Achieving 
Commercial 

Outcomes 

Delivering at a 
Pace 

Collaborating and 
Partnering 



opportunities available to you 

Development: Make effective use of the committed five 
learning days per year to improve the skills and capabilities you 
need to fulfil your role and help you make the most of the 
potential you have. 

Performance Variation: understand and compare 
individual/team performance and productivity achievements and 
look for ways (using Continuous Improvement techniques) to 
reduce variations and improve further. Ensure your people 
understand expectations. 

Leadership Engage people and teams: by talking and listening to them, 
setting a vision and explaining the business context. Agree 
timely objectives and keep people updated as the context 
changes. 

Plan, Commit, Deliver: to engage with your teams by holding 
daily buzz meetings, creating an open environment where 
concerns and ideas can be escalated and discussed. 

Lead change positively: and embrace business 
transformation; owns changes and creates an environment to 
make sure it happens. Deliver excellent customer service, 
aiming for ‘once and done’ in all customer contact, even if they 
are not directly targeted on it. 

Drive innovation: taking on board fresh ideas and recognising 
people’s contribution. 

Empower people to take responsibility: for removing 
inefficiencies, driving costs down and service up; sharing 
suggestions for process improvement so that good practice is 
shared and standardised. 

Inspire others to give their best and continuously develop their 
skills and capabilities; hold a specific capability plan to ensure 
outcomes are achieved and ensure everyone has a PDP which 
gets them there. 

Provide regular coaching and feedback: to ensure others 
deliver to the best of their ability and reach their full potential. 

Identify and develop talent: engaging in talent management 
processes at all levels to grow capability and nurture colleagues 
who are embedded in roles as well as those who are new to 
grade.  

Seek and Act on feedback about your own performance and 
build a stretching personal development plan. 

Tackle under performance - In line with procedures, act 
quickly to any performance related issues in relation to 

Seeing the Big 
Picture 

Changing and 
Improving 

Leading and 
Communicating 

Building Capability 



process compliance, telephony standards, productivity, 
attendance and discipline, including use of PALS for 
informal and formal action. Maintain focus on all 
performance/behaviour/attendance issues during regular 
team meetings and monthly 1:1s. 

Celebrate success – to develop a sense of pride in the service 
we all deliver  

 

2012 EO – Specialist Caseworker (Level 2) 

Objective What / How DWP Competency 

Financial Maintenance Outcomes: Effectively manage your contribution 
to the Maintenance Outcome target of 83%, ensuring family-
based arrangements and Direct Pay are promoted at every 
opportunity.  

Arrears Management: Effectively negotiate the best possible 
agreements by a preferred collection method in adherence to 
the Child Maintenance Group’s Debt Steer.  

Card Collections: Promote and proactively obtain collections 
of payments via the telephone 

Financial Budgets: Effectively manage and promote cost 
saving measures at all times. Ensure you work in an effective 
manner and provide the most efficient service (e.g. once and 
done, making timely accurate decisions etc.).  

Financial Accuracy: Ensure your decisions are cash value 
accurate and meet the 97% team target, taking action as 
appropriate where this is not met.  

Focus on getting it right first time and keeping it right, identify 
all procedural and cash errors and take action to put them 
right. 

Making Effective 
Decisions 

Achieving 
Commercial 

Outcomes 

Delivering Value for 
Money 

Customer Throughput: Effectively manage workload to ensure 90% of 
Service Requests are progressed within their SLA, compliance 
re-starts in 12 weeks to effectively manage client expectations. 

Customer Satisfaction: In line with the 4 promises to clients 
and compliance to Make that call, Make a difference, ensure 
you adhere to expected timescales on work manage customer 
expectations by being proactive on the phone and provide the 
best possible level of service to internal & external customers 
ensuring that the standards in the Call Handling Quality Guide 
are met.  

Meet and where possible exceed your customers’ expectations 
by taking ownership of work and always see it through to the 

Making Effective 
Decisions 

Leading and 
Communicating 

Managing a Quality 
Service 



appropriate stage. Own the whole case from the moment it is 
received.  

Call backs: Ensure all call-backs are made within the agreed 
timescales, dealing with any failed call-backs appropriately. 

Availability: Ensure adherence to the online telephony 
procedures whilst managing availability of own performance, 
Support Leadership Team by referring to CC pulse to monitor 
availability of 80% across teams, reduce the number of 
RONA’s to no more than 1% of number of inbound calls and 
<5% in a default AUX state.  

Complaints/Dissatisfaction: Work proactively to identify 
where dissatisfaction is appropriate and to reduce complaints & 
carry out analysis to provide feedback and coaching to 
caseworkers, ensuring all steps are taken to resolve client 
concerns at earliest opportunity. 

Self Service SRs/Activities: Ensure all Self Service 
SRs/Activities are completed within the agreed timescales 
and within a 24 hour measure. 

Internal 
Processes 

Next Action Due Dates: Proactively manage the process in 
relation to action due dates, ensure these are not missed and 
are set on all cases to ensure effective management of the 
caseload and client outcomes. 

All SRs (including Change of Circumstances, Arrears etc.): 
Manage your work, actively managing all changes through to 
an accurate outcome. Ensure all ‘blanks’ are updated within 
two days.  

Ensure all incident retries received are completed on time. 

Process Assurance Accuracy: Make full use of SharePoint 
and other supporting tools to ensure the accurate calculation of 
child maintenance. Feedback to and coach colleagues 
regarding correct procedures to improve client outcomes and 
reduce failures 

React positively to accuracy feedback to ensure you meet the 
target of 95% on process accuracy.  

Demonstrate an appropriate level of technical competency 
resulting in cases being progressed to a successful outcome 

Security: Comply with all security and mandatory checks to 
guard the integrity of client data. Take immediate action in 
line with procedures when dealing with security breaches 
or process failures.  

Client Contact: ensure you use the telephone as the primary 
method of contact and all appropriate attempts are made to 

Making Effective 
Decisions 

Changing and 
Improving 
Collaborating and 
Partnering 



update/gather information in line with Make a call, Make a 
difference.  

Support Leadership team with delivery of difficult messages, 
providing coaching with call handling. Take appropriate action 
with caseworkers failing to meet the standard. 

Feedback: Support caseworkers, provide constructive 
feedback and take forward any that is received on inherited 
casework that does not meet expected standard. 

People / 
Quality 

Learning and 
Development 

Attendance Management: Contribute to the achievement of 
the CMG’s attendance management target, ensuring full and 
continuous compliance with Attendance Management Policy 
and procedures. Promote well-being within your team.  

Engagement: Encourage and seek feedback at every 
opportunity, ensuring that you are proactive in reacting to all 
feedback 

Reward & Recognition: Praise, share and reward examples 
of good behaviour and outstanding work, making use of the 
bonus scheme and other available mediums to recognise and 
reward your colleagues 

1:1 Review: Follow Performance Management process, 
prepare your self review and development plan and ensure 
you have a monthly review with your line manager. 

Appraisal Process: Ensure adherence to the process 
throughout the year, including a monthly 1:1  

Completion and monitoring of PDP: Manage your own 
development and take advantage of the development 
opportunities available to you 

Development: Make effective use of the committed five 
learning days per year to improve the skills and capabilities you 
need to fulfil your role and help you make the most of the 
potential you have. 

Performance Variation:  

Analyse and interpret feedback to identify opportunities for 
customer service improvements (using Continuous 
Improvement techniques), propose changes and share findings 
with your team/colleagues. 

Challenge the actions of others to ensure successful 
performance delivery. 

Leading and 
Communicating 

Building Capability 
for All 

Achieving 
Commercial 

Outcomes 

Delivering at a Pace 

Collaborating and 
Partnering 

Leadership Engage people and teams: by talking and listening to them, 
setting a vision and explaining the business context. Agree 
timely objectives and keep people updated as the context 

Seeing the Big 
Picture 



changes. 

Plan, Commit, Deliver: to engage with your Leadership team 
by attending/holding daily buzz meetings, creating an open 
environment where concerns and ideas can be escalated and 
discussed. 

Lead change positively: and embrace business 
transformation; owns changes and creates an environment to 
make sure it happens.  

Deliver excellent customer service, aiming for ‘once and done’ 
in all customer contact, even if they are not directly targeted on 
it. 

Drive innovation: taking on board fresh ideas and recognising 
people’s contribution. 

Empower people to take responsibility: for removing 
inefficiencies, driving costs down and service up; sharing 
suggestions for process improvement so that good practice is 
shared and standardised. 

Inspire others to give their best and continuously develop their 
skills and capabilities; hold a specific capability plan to ensure 
outcomes are achieved and ensure everyone has a PDP which 
gets them there. 

Provide regular coaching and feedback: to ensure others 
deliver to the best of their ability and reach their full potential. 

Identify and develop talent: engaging in talent management 
processes at all levels to grow capability and nurture 
colleagues who are embedded in roles as well as those who 
are new to grade.  

Seek and Act on feedback about your own performance and 
build a stretching personal development plan. 

Tackle under performance - In line with procedures, act 
quickly to any performance related issues in relation to 
process compliance, telephony standards, productivity.  

Celebrate success – to develop a sense of pride in the 
service we all deliver 

Changing and 
Improving 

Leading and 
Communicating 

Building Capability 
for All 

 

2012 Arrears & Enforcement 

2012 AO Caseworker – Arrears (Level 1) 

Objective What/how 

Financial Contribution to Liability: Contribute effectively to the contribution to liability 



target, promoting family-based arrangements and Direct Pay at every opportunity. 

Arrears Management: Negotiate to make the best possible agreement by a 
preferred collection method, adhering to the Debt Steer. 

Card Collections: Identify opportunities and negotiate a card payment to regain 
compliance and/or reduce arrears 

Financial Accuracy: Ensure all decisions are cash value accurate, contributing to 
the 97% CMG target 

Customer Throughput: Progress allocated SRs within their SLA using the SLA to manage 
customer expectations. 

Customer Satisfaction: Ensure you adhere to expected timescales on work, 
proactively manage customer expectations with effective use of the telephone, 
maximising availability to provide the best possible level of service. Adhering to the 
required standards and client promises. 

Professionalism: Professionalism: Maintain a calm and professional tone in all 
forms of communication with clients and colleagues. 

Call Backs/Correspondence: Ensure all call-backs and correspondence allocated 
to you is actioned within the agreed timescales. 

Self Service: Ensure self-service SRs are actioned as a priority and promote the 
use of the self-service portal to our clients where appropriate. 

Availability: Maintain telephony availability of 80% to improve the client 
experience and ensure correct use of the AUX codes 

Dissatisfaction: Ensure all steps are taken at first point of contact to resolve client 
concerns where possible. 

Internal 
Processes 

Next Action Due Dates: Use Next Action Due Dates (NADDs) to manage your 
caseload effectively, ensuring they are set appropriately and not missed, in order to 
deliver client outcomes. 

SR's: Take the most appropriate action on all cases, actively managing all 
changes through to an accurate outcome. Ensure all ‘blanks’ are updated within 
two days in order to progress SR’s/deliver client outcomes. 

Incident Retries: Incident Retries: Ensure all incident retries are completed as 
required. 

Process Assurance Accuracy: Ensure decisions made are supported by current 
guidance adhering to all procedures to contribute to CMG's process assurance 
target of 95%. Consider the welfare of the child as necessary and record 
appropriately. 

Security: Guard the integrity of Client data to ensure no security breaches occur. 

Continuous Improvement: Work to drive innovation and Continuous 
Improvement within the Department by making effective use of the visual 



management tools and problem solving skills. Identifying and sharing ideas for 
improvement and building the capabilities of all. 

Client Contact: Use the telephone as the primary method of contact, ensuring all 
appropriate attempts are made to update or gather information from clients. 

Feedback: Proactively provide constructive feedback (and be prepared to receive 
feedback from others) including where inherited casework does not meet expected 
standards. 

People Learning 
and Development 

Attendance Management: Follow the DWP’s attendance management process 
and well-being guidance. 

Engagement: Take all opportunities to engage, making constructive suggestions 
for improvement. 

Diversity and Inclusion: Treat your colleagues and customers with respect, 
ensuring you do not bully, harass or discriminate against anyone on any grounds. 

1:1 Review: Ensure you have a regular 1:1 performance review with your manager 
providing evidence to demonstrate performance. Raising issues/concerns where 
applicable.  

Self Development: Identify opportunities for development, working with your 
manager to ensure your Performance Development Plan is created and followed. 

Make effective use of the minimum committed five DWP development days to 
improve your skills and capabilities. 

Reward and Recognition: Praise, share and reward examples of good behaviour 
and outstanding work, making use of the bonus scheme, Director/Area Manager 
awards and other available mediums 

 

 

2012 EO Team leader – Arrears and Enforcement (Level 2) 

Objective What/how 

Financial Contribution to Liability: Drive your team to contribute effectively to the 
contribution to liability target, ensuring family-based arrangements and Direct Pay 
are promoted at every opportunity. 

Arrears Management: Support and coach your team to ensure they reach 
effective and sustainable collection agreements in-line with the Debt Steer 

Card Collections: Promote and proactively coach team’s effective collections of 
payments via the telephone. 

Financial Budgets: Ensure your teams work in an effective manner and provide 
the most efficient service 

Systems: Ensure RM has the correct cost centre for all your team and ABM 



activity is updated and accurate. 

Financial Accuracy: Ensure all decisions are cash value accurate, contributing to 
the 97% CMG target, taking action as appropriate where this is not met. 

Customer Throughput: Ensure all allocated SRs are actioned within their SLA and that 
caseworkers are using the SLA to manage customer expectations. 

Customer Satisfaction: Ensure you/your teams adhere to expected timescales on 
work, proactively manage customer expectations with effective use of the 
telephone, maximising availability to provide the best possible level of service. 
Adhering to the required standards and client promises. 

Professionalism: Maintain a calm and professional tone in all forms of 
communication with clients and colleagues; be prepared to challenge others where 
this does not happen. 

Call Backs/Correspondence: Ensure all call-backs and correspondence allocated 
to your team is actioned within the agreed timescales. 

Self Service: Ensure self service SRs are actioned as a priority and your team 
promote the use of the self service portal to our clients where appropriate. 

Availability: Ensure adherence to the online telephony procedures whilst 
managing availability performance, referring to CC pulse and OPMIS to measure 
this on a regular basis to achieve max availability and <1% in the correct default 
AUX state. 

Voice recording: Ensure the required volume of checks are completed and 
measured against the approved standard, providing coaching and feedback to 
support improvement and recognise strengths 

Dissatisfaction: Work proactively to reduce complaints and carry out analysis to 
provide feedback and coaching to caseworkers, ensuring all steps are taken to 
resolve client concerns at earliest opportunity. 

Internal 
Processes 

Next Action Due Dates: Ensure Next Action Due Dates (NADDs) set by your team 
are set on all appropriate cases and actioned in accordance with procedures to 
ensure effective management of the caseload and delivery of client outcomes. 

SR's: Ensure the most appropriate action is taken on all cases, ensuring all 
changes are taken through to an accurate outcome. Ensure all ‘blanks’ are updated 
within two days in order to progress SR’s/deliver client outcomes. 

Incident Retries: Ensure all incidents are reported and retries received on your 
team are completed on time. 

Ensuring up to date on current processes/procedures: Ensure team are aware 
of and using the most current guidance. 

Process Assurance Accuracy: Re-enforce and assure correct use of procedures, 
react positively to accuracy feedback to ensure you meet the target of 95% on 
process accuracy for your team. Complete a minimum of three process assurance 



SRs/checks per person a month, taking appropriate action as a result. 

Security: Manage and monitor your team's security processes to ensure that client 
data is guarded at all times. React immediately and in line with guidance when 
dealing with any breaches. 

Client Contact: Ensure your team use the telephone as the primary method of 
contact and all appropriate attempts are made to update/gather information. Take 
appropriate action with anyone failing to meet the standard. 

Feedback: Ensure supportive systems are in place so caseworkers can provide 
constructive feedback. Take forward any received, including casework inherited 
that does not meet expected standard. 

People Learning 
and Development 

Attendance Management: Ensure adherence to the attendance management 
procedures, keeping accurate records, taking action when required in line with 
guidance. Promote well-being within your team. 

Engagement: Proactively work with your team to encourage feedback, ensuring 
you respond appropriately to constructive suggestions for improvement, 
challenging inappropriate behaviours where they are encountered. 

Reward & Recognition: Praise, share and reward examples of good behaviour 
and outstanding work, making use of the bonus scheme, Director/Area Manager 
awards and other available mediums. 

1:1 Review: Ensure you have a regular 1:1 performance review with your manager 
providing evidence to demonstrate performance. Raising issues/concerns where 
applicable.  

Appraisal Process: Ensure adherence to the process for your team throughout 
the year, including a regular, meaningful 1:1 with each team member. Ensure 
appropriate use of PALs and coaching to support and improve performance. 

Development: Manage your own development, proactively seeking development 
opportunities, ensuring you and your people make effective use of the minimum 
committed five development days to fulfil your potential. 

Performance Variation: Review individual/team performance and productivity 
achievements to reduce variations and to drive performance improvements. 

Leadership Engage people and teams: By talking and listening to them, setting a vision and 
explaining the business context. Agree timely objectives and keep people updated 
as the context changes. 

Diversity and inclusion: Treat your colleagues and customers with respect, 
ensuring you do not bully, harass or discriminate against anyone on any grounds. 

Lead change positively and embrace business transformation; own change and 
create an environment to make sure it happens. 

Empower people to take responsibility for removing inefficiencies, driving costs 
down and service up; sharing suggestions for process improvement so that good 



practice is shared and standardised. 

Inspire others to give their best and continuously develop their skills and 
capabilities. 

Innovation and Continuous Improvement: Work to drive innovation and 
Continuous Improvement within the Department by making effective use of the 
visual management tools and problem solving skills. Identifying and sharing ideas 
for improvement and building the capabilities of all. 

Provide regular coaching, support and feedback to ensure others deliver to the 
best of their ability and reach their full potential. 

Identify and develop talent engaging in talent management processes at all 
levels to grow capability and nurture colleagues who are embedded in roles as well 
as those who are new to grade. 

Seek and act on feedback: about your own performance and build a stretching 
personal development plan. 

Tackle underperformance: Tackle under performance, attendance, behavioural 
and security issues quickly and in accordance with current procedures. 

Celebrate success to develop a sense of pride in the service we all deliver 

 


